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ABSTRACT 
 
Psychological capital (PsyCap), work engagement (WE) and organisational 
citizenship behaviour (OCB) are all positive constructs which research has indicated 
will have a positive impact on the bottom line.  In light of Positive Organisational 
Behaviour, this has become increasingly important, particularly in the service 
industry where good service leads to satisfied customers and ultimately repeat 
purchases.   
 
This research took on the form of a cross- sectional design, using a composite 
questionnaire to measure PsyCap, WE and OCB.  This was a self-report electronic 
questionnaire which was distributed via email to customer service representatives 
(N=276) from a national automotive company with dealerships in Gauteng and the 
Western Cape.   
 
The measurement models were revalidated for the South African sample of 
customer service representatives through conducting Exploratory Factor Analysis.  
PsyCap remained a four-factor structure, however lost items in the elimination 
process.  Both the UWES and OCB instruments lost items and became two-factor 
structures.  This makes the notion that these instruments are portable to the South 
African situation questionable.  To confirm these structures, item parcelling was 
utilised and Confirmatory Factor Analysis was conducted.  The results indicated that 
the new measurement models were better suited to the South African sample. 
 
Demographic groups had significant differences in the means for PsyCap, WE and 
OCB.  Further to this, relationships between the constructs were tested through 
multiple regression and structural equation modeling.  The most significant 
relationship was found between PsyCap and work engagement.  Finally, PsyCap 
(barring optimism) and WE were found to load onto a single factor when testing for 
factorial independence, while OCB came out as a separate factor. 
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CHAPTER 1 
INTRODUCTION 
 
1.1   INTRODUCTION  
 
Since World War II, psychology has offered to mend and cure people, together with 
the medical professions (Jacoby, 2003).  New developments in treatments, both 
psychological and pharmacological, have helped people better control their stress 
and depression, but this almost exclusive attention to pathology has been at the 
expense of neglecting meaning, fulfilment and spirituality (Jacoby, 2003).  Luthans, 
Youssef and Avolio (2007b) state that years of persistent research on pathogenically 
oriented viewpoints and problems in foundational disciplines to organisational 
behaviour have not resulted in a better understanding of human flourishing and 
optimal functioning.  Instead this approach leads to organisations and individuals 
adopting a deficit mindset of human and organisational development.   
 
Typically, positive alternatives are viewed as having higher risk, being too tender and 
too protracted in light of the urgency of the circumstance at hand, even though they 
may potentially yield higher returns (Luthans et al., 2007b).  Luthans and Youssef 
(2007) argue that an integrative approach is required for a complete comprehension 
of the dynamics of success and failure, because ignoring one or the other leaves 
much to be desired.   
 
Organisations today face extreme pressure to perform and remain profitable and one 
of the challenges is managing a workforce effectively in order to gain a competitive 
advantage. Positive alternatives do show promise for creating sustainable 
competitive advantage through positive psychology, positive organisational 
scholarship (POS) and positive organisational behaviour (POB).  In order to place 
the current study in context, it is necessary to be familiar with these three fields of 
study.  They will briefly be discussed below. 
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1.2    POSITIVE PSYCHOLOGY 
 
In his 1998 President‟s address to the American Psychological Society, Dr. Martin 
Seligman coined the term "positive psychology" and highlighted that psychology as a 
science needed to revisit its original objective and focus on comprehending and 
developing the most positive qualities of individuals.  Seligman (1999, par.3), the 
pioneer of positive psychology, highlighted “optimism, courage, work ethic, future-
mindedness, interpersonal skill, the capacity for pleasure and insight, and social 
responsibility” as some of these qualities. Human strengths and optimal functioning 
is the centre of this paradigm, rather than the conventional focus on weaknesses and 
dysfunction (Storm & Rothman, 2003; Carr, 2004).  Seligman (1999) believed that 
psychology had shifted too far from its original underpinning, which was to make the 
lives of all people more satisfying and prolific, and too much in the direction of curing 
mental illness.  
 
Realising the importance of a positive approach, Seligman took the initiative to 
construct a theoretical understanding and used scientific methodology to discover 
and promote the factors that allow individuals, groups, organisations and 
communities to prosper and flourish (Luthans, 2002). Seligman and Csikszentmihalyi 
(2000) stated that at the individual level positive psychology notes positive individual 
traits such as the capacity for love and vocation, courage, interpersonal skill, 
perseverance, forgiveness, originality, future mindedness, spiritually and wisdom. At 
a group level, it looks at civic virtues and the institutions that move individuals toward 
better citizenship namely responsibility, nurturance, altruism, civility, moderation, 
tolerance and work ethic (Seligman & Csikszentmihalyi, 2000).  A number of the 
constructs of positive psychology are encompassed in the present study, with a 
focus on the workplace. 
 
Psychologists and practitioners working with families, schools, communities and 
organisations were called to create and nurture climates that foster these strengths.  
Another school of thought dealing with fostering strengths and virtuousness in the 
workplace is positive organisational scholarship (POS).   
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1.3   POSITIVE ORGANISATIONAL SCHOLARSHIP 
 
In 2001, Kim Cameron, Jane Dutton, and Bob Quinn, from the University of 
Michigan, envisioned a new field of study and coined the term positive organisational 
scholarship (POS). In 2002, they founded the Center for Positive Organizational 
Scholarship, committed to growing this important new movement in organisational 
research which is based on rigour, theory, scientific process (Center for POS, 2012).  
POS is mostly engaged with the study of “positive outcomes, processes and 
attributes of organisations and their members” (Cameron, Dutton & Quinn, 2003, 
p.3).  The core values of POS can be explained by its name, which reflects the 
affirmative predisposition of the movement.  In a video conference conducted at the 
Nelson Mandela Metropolitan University (North Campus), Kim Cameron (personal 
communication, March 23, 2011) described POS by reflecting on each of the three 
words as follows: 
 
 POSITIVE:  The word positive looks at extraordinary or spectacular 
performance, which is referred to as „positive deviance‟.  It also has an 
affirmative bias, which focuses on strengths and not weaknesses.  Lastly, it 
considers virtuousness, which extracts the best of the human condition. 
 ORGANISATIONAL:  This refers to looking at the organisation and how to 
improve it. 
 SCHOLARSHIP:  The word scholarship implies that this is an academic 
exercise which is underpinned by rigorous research that is valid.  Further to 
this, the research is captured in a large database with overwhelming evidence 
to indicate that POS has a positive impact on the bottom line. 
 
This perspective highlights positive human potential and there is a focus on the 
notion of “goodness” highlighting the enablers, the motivations and the effects 
associated with positive phenomena (Cameron et al., 2003).  POS examines 
„positive deviance‟, which reflects on the ways in which organisations and their 
members flourish and prosper in extraordinary ways (Karp, 2004).  It is founded on 
the conviction that the yearning to improve the human condition is widespread and 
the power to do so is inherent in most organisations (Cameron et al., 2003).  Another 
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assumption of POS is that it is based on the principle of heliotropism, which is the 
view that human beings are logically drawn towards the positive (Caza & Cameron, 
2008).  
 
Comprehending the facilitation of human excellence in organisations will unlock 
potential, expose possibilities and aid in developing a more positive route of both 
individual and organisational wellbeing (Center for POS, 2012).  What needs to be 
clarified is that POS is not merely taking the view of optimism, that all is good and 
that the glass is half-full.  It does not deny that there are negative issues or problems 
in the workplace; however it chooses to develop both the individual and the 
organisation to their full potential by focussing on strengths. 
 
1.4   POSITIVE ORGANISATIONAL BEHAVIOUR 
 
Positive organisational behaviour (POB) is defined as the “study and application of 
positively orientated human resource strengths and capacities that can be 
measured, developed and effectively managed for performance improvements in 
today‟s workplace” (Luthans, 2002, p. 59).  Broadly speaking, POB aims at 
developing human strengths, increasing resilience in individuals and growing 
exceptional individuals, teams and organisations (DuBrin, 2007; Luthans, 2002).  It 
developed from positive psychology and Fred Luthans from Nebraska University, 
backed by GALLUP, was the frontrunner in researching POB. 
 
The real value of POB lies in its application to develop and improve the performance 
of managers and employees, which is what differentiates it from positive psychology 
(Luthans, 2002).  POB is steadfast in its scientific approach so as to collect a 
sustainable, influencing “body of knowledge for leadership and human resource 
development, as well as performance impact” (Luthans et al., 2007b, p.13).   
 
Luthans (2002) includes the following elements in POB: Leader and human resource 
strengths; and Psychological capacities, comprising of the constructs of: confidence, 
hope, optimism, subjective well-being and emotional intelligence.  These 
psychological capacities‟ constructs are positive, unique, calculable, capable of 
being learned and developed and manageable for performance improvement 
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(Luthans, 2002; Luthans et al., 2007b).  The state-like criterion distinguishes POB 
from other positive approaches that focus on positive traits, whereas its emphasis on 
micro, individual-level constructs separates it from positive perspectives that address 
positive organisations and their related macro-level variables and measures, such as 
POS (Luthans & Youssef, 2007). 
 
Further to this, Luthans et al. (2007b) indicate that POB goes further than only 
predicting performance and progresses into supporting a causal relationship 
between POB states and required performance outcomes.   Like positive 
psychology, POB does not allege to symbolise a new breakthrough regarding the 
importance of positivity; instead it highlights the need for focused theory building, 
research and the effective application of positive traits, states, organisations and 
behaviours (Luthans & Youssef, 2007).  Research on positive psychological traits, 
enduring character strengths and virtues have intensified considerably over the past 
several years.  Positive psychological traits are relatively stable and develop over a 
lifetime, therefore serving as a firm foundation for the development of more transient 
states (Luthans & Youssef, 2007). 
 
The workplace has become a continually evolving dynamic place, with a dire need 
for flexibility and rapid responses to meet high performance criteria.  With this in 
mind, Luthans and Youssef (2007) suggested that the developmental characteristics 
of positive psychological resources capacities is evidently relevant to today‟s 
workplace as people have to meet the expectations of their fast-paced, unpredictable 
work environments. Luthans et al. (2007b) indicate that the opportunity to develop 
positive psychological capacities may give organisations a foundation for competitive 
advantage through their people.   
 
According to Luthans et al. (2007b) the positive psychology movement and its 
application to the workplace by way of POS and POB were paramount in providing a 
solid foundation for the Psychological Capital (PsyCap) construct.  Positive PsyCap 
provides a framework which researchers can utilise to broaden their research 
relating to POB (Etebarian, Tavakoli & Abzari, 2012).  PsyCap was the vehicle to 
transport researchers, psychologists, industrial psychologists and practitioners into 
the new positive approach; however numerous critics such as Fineman (2006), 
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Tennen and Affleck (2003) and Argyris (1994) have questioned ignoring a deficit-
based approach.  The critics indicated that in line with the outlook of thinking and 
acting positively, organisations and their leadership sometimes conceal problems, 
which are considered embarrassing or improper which could be to their detriment.  
Despite such criticism, Luthans and Youssef (2007) suggested that there was a 
greater need for a more balanced approach, which considers both the positive and 
the negative, as well as building on strengths whilst trying to correct weaknesses.  In 
light of this, PsyCap will be considered as an important component of POB and the 
present study. 
 
1.4.1   Psychological Capital  
 
PsyCap is an individual‟s positive psychological state of development, characterised 
by high levels of hope, self-efficacy, resilience and optimism.  These are the four 
main positive psychological capabilities (Luthans et al., 2007b) and they will be 
defined below.    
 
Peterson and Luthans (as cited in Cooperider & Sekerka, 2003) indicate that hope is 
a positive emotional state based on the possession of willpower and pathways to 
attain goals.  Snyder, Thompson, Shorey and Heinze (2003) suggest that hope is 
divided into pathways and agency.  Pathways point to how the individual is going to 
achieve the goal, whereas agency considers the individual‟s motivation to begin and 
continue towards their goal (Snyder et al., 2003). Research indicates that high levels 
of hope typically result in high performing work units, greater employee satisfaction 
and lower levels of turnover (Cooperider & Sekerka, 2003).  These are all critical 
components in keeping customers satisfied. 
 
Self-efficacy is defined as a person‟s confidence in his or her ability to perform at a 
required level and leads to acceptance of challenges and being involved with the 
task (Bandura, 1997).  Bandura (1997) further states that it increases effort and 
motivation to complete a task and leads to perseverance in the face of obstacles.  
Evenson (2007) suggests that confidence in one‟s own abilities is valuable in 
achieving high performance and attaining world class customer service. 
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Resilience refers to the continuance of positive adjustment under challenging 
conditions (Sutcliffe & Vogus, 2003). In other words, it is having the capacity to 
bounce back from adversity, failure and uncertainty (Luthans, Avolio, Avey & 
Norman, 2007a).  Evenson (2007) suggests that resilience is a critical quality to 
possess in the demanding working environment of customer service.   
 
Optimism is the inclination to always see the best in every circumstance, while 
expecting the best outcomes (Seckinger, Langerak, Mishra & Mishra, 2010). It does 
not require that the event is influenced by an individual‟s own actions, but rather it is 
the belief that the situation is likely to turn out reasonably well (Semmer & Meier, 
2009).  Carr (2004) proposes that optimism is a good predictor of performance in 
certain jobs and sales is one such example.   
 
It could be contended that having constructs, such as Psycap, with the potential to 
be developed within the individual, could influence work performance, organisational 
performance and ultimately profitability if managed properly.  It may be valuable to 
consider constructs that could lead to positive performance in the automotive service 
industry, such as PsyCap.  Work engagement and organisational citizenship 
behaviour are also constructs that have shown great popularity as potential 
improvers of performance, particularly in the realm of customer service.  These will 
be discussed in separate sections below. 
 
1.5   WORK ENGAGEMENT  
 
Work engagement (WE) can be defined as a positively fulfilling work-related state of 
mind characterised by vigour, dedication and absorption (Shauefeli & Bakker, 2004).  
Vigour is defined by Bakker and Demerouti (2009) as high energy levels and mental 
resilience at work.  They further define dedication as being involved in one‟s work, 
experiencing significance, enthusiasm and challenge. Absorption refers to being 
engrossed in one‟s work, whereby time elapses rapidly and it is difficult to separate 
oneself from work (Bakker & Demerouti, 2009).  Research indicates that when 
employees exhibit high levels of engagement, they are likely to have high levels of 
job satisfaction and lower levels of turnover intention (Bakker & Demerouti, 2009).  
This may be of great value to organisations, as engaged employees are more 
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inclined to remain within the organisation and connect with customers and 
colleagues. 
 
Bakker and Demerouti (2009) indicated that engagement leads to OCBs.  In other 
words, when an employee displays high levels of engagement, this is likely to result 
in these employees „going the extra mile‟ in the workplace.  Engaged individuals 
display proactive behaviours and engagement leads to increased customer 
satisfaction, as well as performance (Bakker & Demerouti, 2009).  The findings of 
these studies, as mentioned above, highlight the importance of engagement as an 
element in contributing to individual and organisational performance.  
 
1.6 ORGANISATIONAL CITIZENSHIP BEHAVIOUR  
 
Katz (as cited in Bosman, 2003) proposed that in order for an organisation to be 
effective, it requires that exceptional employees be hired and retained; that these 
employees are able to perform their jobs competently and that these employees 
must participate in novel, unprompted activity that goes beyond prescribed job 
descriptions or role requirements.  Employees should be sanctioned to do their jobs 
and should be encouraged to display extra effort, creativity and initiative (Blem, 
2005).  This implies that employees, when empowered, may perform voluntary 
duties above and beyond their formal organisational duties.  Voluntary behaviour that 
is not a part of an individual‟s formal job description, is not recognised by the formal 
reward system and that cumulatively enhances the functioning of the organisation, is 
known as organisational citizenship behaviour (OCB) (Organ, 1988).   
 
OCB is composed of altruism, conscientiousness, sportsmanship, courtesy and civic 
virtue (Organ, 1988).  Altruism entails voluntary actions that aid others who are 
behind in their work or absent from the workplace. Conscientiousness refers to 
promptness in attendance, utilisation of work time and obedience to rules.  
Sportsmanship is putting up with slight hassles and not continuously finding fault with 
the organisation.  Courtesy considers consulting any parties that may be affected by 
a decision or notifying people in advance of such actions.  Civic virtue involves being 
actively involved in the political progression of the organisation (Organ, 1988).   
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OCB is linked to higher productivity at an organisational level, as well as lower 
turnover (Quick & Nelson, 2009).  Podsakoff, Blume, Whiting and Podsakoff (2009) 
found that OCBs were positively related to unit-level performance and in particular to 
customer satisfaction.  This implied that when departmental units were found to have 
high levels of OCBs, more of their customers were satisfied (Podsakoff et al., 2009).  
By having employees with high OCBs, South African organisations may be able to 
generate higher levels of performance, as these employees are likely to go the extra 
mile to assist customers and colleagues alike.  In light of the current customer 
service dilemma in South Africa, it is necessary to investigate these components, 
with the intention of understanding the relationships between these constructs.   
 
1.7 THE JUSTIFICATION FOR THE STUDY 
 
In light of the shift towards a positive paradigm, it is critical to reflect on how positive 
organisational behavior can be utilised to the benefit of businesses in South Africa.  
One such industry that stands to benefit greatly from this is the customer service 
industry which requires excellent customer service representatives to deliver high 
service quality. 
 
Organisations are heavily dependent on their human resources to provide a good 
service to their customers (Yeo, 2009) and for ensuring excellent organisational 
performance.  Blem (2005) stated that service in South Africa is poor and that the 
customer is not highly regarded, highlighting the weak service culture in the country.  
This is contrary to what is required when competing for business in both the local 
and the global arena.  Today, customers are educated, refined and self-assured, 
have high expectations, require a wider selection and will not be manipulated (Cook, 
2002).  Customers will insist on high levels of service and good quality products, and 
for this reason first-rate performance is an important goal for organisations and their 
employees.  This would assist in the attainment of organisational goals such as 
efficiency, profitability, customer attraction and retention and the maintenance of a 
good reputation.  Investigating positive constructs such as psychological capital, 
work engagement and organisational citizenship behaviour might well be 
instrumental in improving the customer services industry and performance in South 
African organisations.   
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1.8 PROBLEM STATEMENT 
 
Blem (2005) indicates that bad customer service has severe consequences, some of 
which include the cost of managing complaints, legal expenses, reimbursing 
customers and carrying out remedial public relations.  He believes that indirect 
consequences are more costly and may result in lost sales, negative word-of-mouth 
and the cost of obtaining new customers.  According to Blem (2005) the direct and 
indirect costs of bad customer service is far greater than the cost of retaining existing 
customers through high-quality service.   
 
Cook (2002) suggests that on average it can cost an organisation up to five times as 
much to attract a new customer as it does to keep an existing customer and in the 
vehicle market it costs as much as seventeen times more to attract a new customer.  
Evenson (2007) suggests that the cost of altering the attitudes of disillusioned 
customers is far greater than the costs of pleasing customers from the outset.  It is 
therefore imperative to keep customers satisfied, so as to ensure their repeat 
business and positive reviews of the organisation, their products and services.  
Furthermore, Evenson (2007) states that the majority of customers take their 
business elsewhere if they experience an indifferent attitude toward them which 
highlights the necessity for extraordinary customer service. 
 
Effective frontline service employees hold the key to organisational success, but 
when they do not have the organisation or the customer‟s interests at heart they may 
be responsible for organisational disaster.  There is a dire need for customer 
satisfaction and service quality in organisations, because it is customers who keep 
the organisation‟s doors open (Blem, 2005; Evenson, 2007).  When employees are 
engaged in their work and display organisational citizenship behaviours, they are 
more likely to contribute positively to the organisation‟s success, particularly when 
compared to those who are disengaged and exhibit deviant work behaviours. 
 
In light of the role of customer service representatives on perceptions of customer 
service and customer satisfaction, and thereby organisational performance, 
organisations may want to consider giving specific attention to those employees who 
work directly with their customers, particularly in the automotive dealerships.  
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Organisations should explore the notion of positivity in the workplace, which could 
well be the answer to employee and organisational performance.  Attracting the right 
people for the job is a large part of winning the battle for extraordinary performance 
in an industry, which relies on employees going the extra mile and excellent 
customer service.  The difficulty, however, is that service jobs are typically poorly 
paid and those who apply traditionally have low self-esteem, little education and 
skills (Blem, 2005).  Although it should be noted that with adequate training and 
guidance, many of these employees adjust very well to service jobs (Blem, 2005).  
Understanding the relationships between the constructs discussed could go a long 
way in developing the correct training for customer service representatives. 
  
As mentioned in the preceding sections, research suggests that customer 
satisfaction can be improved through organisational citizenship behaviours. Further 
to this, work engagement has shown to increase organisational citizenship 
behaviours.  Finally, PsyCap is positively linked to work engagement.  If this is the 
case, as shown is separate research studies, the relationships between these 
constructs should be investigated and with that in mind the problem statement is: 
“What is the relationship between PsyCap, work engagement and OCB for customer 
service representatives in automotive dealerships in South Africa?”   
 
1.9   RESEARCH OBJECTIVES 
 
The primary aim of this study was to contribute to the body of knowledge on positive 
constructs in the South African context, by investigating the relationships between 
PsyCap levels, engagement and OCB.  By understanding the relationships between 
PsyCap, engagement and OCB, it is implied that measuring high PsyCap levels in 
candidates may indicate higher engagement and OCB; leading to greater efforts and 
performance in the workplace.  It is anticipated that employees who embody these 
constructs will likely perform better and by doing so have a constructive impact on 
profitability.   
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With the primary objectives of this study in mind, the research questions are 
summarised as follows: 
 What are the relationships between PsyCap, work engagement and OCB in the 
automotive dealerships in the South African context? 
 What are the relationships between the demographic characteristics and other 
variables included in the study? 
 Is it possible to predict any of the variables in the study?  For example, can 
PsyCap predict work engagement and / or OCB? 
 
Secondary objectives included: 
 Examining the literature on PsyCap, work engagement and OCB.  This 
included exploring the factors that comprise these constructs and examining 
previous studies to find out how these constructs influence the performance of 
individuals and organisations and relate to one another. 
 Developing a theoretical model of PsyCap, work engagement and OCB based 
on literature, reflecting on the possible relationships between these constructs 
and the various factors that underpin the constructs. This will potentially give 
greater understanding to organisations in the management of customer service 
representatives who exemplify these constructs. 
 Conducting an empirical investigation to test the proposed theoretical model 
and to investigate the potential relationships between PsyCap, work 
engagement and OCB.  
 Providing knowledge to support the automotive service industry in selecting and 
developing customer service representatives who are engaged in their work 
and go beyond what the job requires, which may assist in increasing 
organisational performance. 
 
1.10 SCOPE OF THE STUDY 
 
It is evident that positive factors are being considered to a greater degree in both 
research and organisations.  For this reason, the study was based on the notion of 
positive organisational behaviour.  The empirical research was limited to customer 
service representatives in automotive dealerships in South Africa for two main 
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reasons.  The first was the increasingly important role of employee performance in 
light of competition both locally and internationally.  Secondly, South Africa is not 
widely known for its outstanding customer service and organisations need to take 
heed of the factors, such as PsyCap, engagement and OCB, as these may be key to 
providing excellent service. 
 
This research was being conducted in a salutogenic paradigm focussing on the 
wellness of the employee and the organisation.  Salutogenesis refers to a study 
whereby the research question considers what causes wellbeing (Lindström & 
Eriksson, 2006).  In other words, what value can PsyCap, engagement and OCB 
bring to the organisation?  This quantitative study took place in a positivistic 
paradigm, whereby the data was derived from measurement of the constructs and 
realities were established by analysing the data (Krauss, 2005), which forms the 
foundation of knowledge.  Obtaining and verifying such data is commonly known as 
empirical evidence.  Furthermore, the researcher built and tested a model based on 
theory and, in addition, developed and tested a model based on empirical evidence. 
 
1.11 POTENTIAL CONTRIBUTION OF THE STUDY 
 
With the paradigm shift from focussing on pathologies in the workplace to focussing 
on the positives, a researcher could not ask for a better time to investigate positive 
constructs in the workplace.  This study aimed to expand the body of knowledge of 
PsyCap and the relationships it may have with other positive constructs, namely 
work engagement and OCB in the workplace particularly in the South African 
context.  The model developed after primary and secondary research, highlighted 
the relationships of PsyCap, work engagement and OCB. The major implication of 
this research lies in its promising use as a human resources tool for selecting and 
developing customer service staff with the intention of improving organisational 
performance.  The benefits of such knowledge could further assist in highlighting 
possible training needs and developing initiatives for customer service 
representatives in the South African automotive industry, thereby increasing 
employee and ultimately organisational performance. 
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1.12 FRAMEWORK FOR THE PRESENT STUDY 
 
While the first chapter gave a brief introduction to this study, the second chapter 
reflects on the literature and previous studies surrounding the main constructs in this 
study.  Further to this, the third chapter describes the research methodology 
employed in this study and the fourth chapter is dedicated to analysing the results.  
The fifth and final chapter focuses on a discussion of the results, the limitations of 
the study, as well as recommendations for the organisation involved and 
recommendations for future research. 
 
1.13 CONCLUSION 
 
In light of all the negativity that surrounds people and workplaces, it is imperative to 
shift the focus from the dark to the light and focus on the positive in situations.  In the 
automotive service industry, which is often viewed negatively by many South 
Africans, it is crucial to change this mindset and to remain competitive in these 
difficult economic times.  In the next chapter, the researcher will review the literature 
on PsyCap, OCB and work engagement, so as to draw the links between the above 
variables and highlight the possible relationships that may exist. 
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CHAPTER 2 
LITERATURE REVIEW 
 
2.1  INTRODUCTION 
 
As discussed in the first chapter, the principal aim of this study was to contribute to 
the body of knowledge on positive constructs in the South African context, by 
investigating the relationships between PsyCap levels, engagement and OCB.  It is 
anticipated that the development of a theoretical model incorporating these variables 
will contribute to improving selection, training and development techniques for 
customer service representatives in automotive dealerships.   
 
In the present chapter, the literature on the three main variables in the study: OCB, 
work engagement and PsyCap is reviewed.  Each construct will be defined; the 
origin of each construct will be discussed, as well as its antecedents and 
consequences.  Further to this, the empirical studies on each construct will be 
discussed to show the current theory around the topic.   The final section of the 
literature review will reflect on the empirical studies which have been conducted 
between the variables in the study, to highlight the possible existence of any 
relationships.  A knowledge gap regarding the relationships between these variables 
currently exists, particularly in the South African automotive industry, emphasising 
the importance of the current study. 
 
PsyCap, work engagement and OCB reflect a positive side of behaviour in 
organisations and when employees display these behaviours there are a great deal 
of potential positive developments for organisations, teams and the individuals 
themselves.   Individuals who demonstrate PsyCap and work engagement are, 
according to the literature, likely to display organisational citizenship behaviours 
(OCBs).  When all this is present, it will ultimately lead to organisational 
effectiveness and a positive workplace.  Much organisational research has shifted 
towards the positive, even in the South African context.  In light of the shift towards a 
positive paradigm, it is critical to reflect on how positive organisational behaviour can 
be utilised to the benefit of businesses in South Africa.   
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2.2  ORGANISATIONAL CITIZENSHIP BEHAVIOUR 
 
Organisational Citizenship Behaviour (OCB), according to Organ (1988), refers to 
the voluntary behaviour of a person that is not a part of the individual‟s formal job 
description; is not directly or clearly acknowledged by the formal reward system and 
that cumulatively enhances the functioning of the organisation.  In other words, it 
refers to employees who perform duties over and above the call of duty, beyond 
traditional formal roles.  This is by definition extra-role behaviour (Organ, 1988). 
 
In the dynamic world of business it is crucial that employees stay on top of their 
game in order for organisations to remain successful.  This may mean that 
employees have to perform above and beyond what is required of them.  Contextual 
performance, discretionary behaviours and OCBs have become a necessity in the 
workplace these days and will continue to do so for a number of reasons.   According 
to Borman and Motowidlo (1997) some of these reasons are that global competition 
continues to increase the effort levels required of employees to produce the best 
products and deliver the best service.  Further to this, employee adaptability and 
willingness to exhibit extra exertion is crucial during times of downsizing.  Finally, 
customer service is increasingly emphasised, particularly because customers can 
usually buy equivalent products for comparable prices at similar establishments.  
Employees need to utilise their OCBs to set themselves and their organisations apart 
from other organisations. 
 
Organ (1988) highlighted that the significance of OCBs lies in their ability to improve 
organisational efficiency and effectiveness.  Not surprisingly, OCB has gained 
increased importance over the past three decades with many researchers and 
authors publishing in this area (e.g. Organ, 1988,1997; Van Dyne, Graham & 
Dienesch, 1994; Podsakoff et al., 2009).  With OCBs steady climb to prominence, 
there has however been some confusion regarding the nature of the construct.  For 
this reason, it is necessary to critically examine OCB so as to gain a holistic 
understanding of it. 
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According to Bateman and Organ (1983), OCB is composed of altruism, 
conscientiousness, sportsmanship, courtesy and civic virtue.   
 Altruism refers to voluntary actions that aid others in the organisation.  An 
example is helping an individual who is behind in their work or absent from the 
workplace.  
 Conscientiousness refers to promptness in attendance, utilisation of work 
time and obedience to rules.  This is behaviour in which the employee goes 
beyond expected work role requirements. 
 Sportsmanship is putting up with slight problems and not continuously 
finding fault with the organisation.  Further to this, it looks at the willingness to 
deal with negligible inconveniences without protesting or criticising. This is 
relatively important in the organisational setting, as unnecessary complaints 
and fault finding can take up a great deal of a supervisor‟s time. 
 Courtesy considers consulting any parties that may be affected by a decision 
or notifying people in advance of such actions.  Politeness and consideration 
also form part of its definition.  An example is informing one‟s supervisor of an 
important function he / she may need to be aware of or have a response to. 
 Civic virtue involves being actively involved in the political progression of the 
organisation and showing concern for the „life‟ of the organisation.  This is the 
idea that the individual is responsible and wants to be involved and participate 
in issues affecting the organisation (Organ, 1988). 
 
Brief and Motowidlo (1986) researched a similar kind of work behaviour in 
organisational settings called prosocial behaviour.  They defined it broadly as 
behaviour performed by a member of an organisation directed toward an individual, 
group or the organisation with whom he or she interacts while carrying out his or her 
organisational role and performed with the purpose of benefitting the individual, 
group or organisation toward which it is directed.   
 
Borman and Motowidlo, as cited in Organ (1997), discussed contextual performance 
which they defined as behaviours that do not maintain the technical core of the 
organisation, but rather support its broader organisational, social and psychological 
environment in which the technical core must function.  These behaviours are not 
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considered to be part of task performance, which refers to the actual job they are 
employed to do, rather it refers to enhancing task performance (Borman & 
Motowidlo, 1997). They further itemised five categories of contextual performance 
which sound similar to the categories of OCB. These comprise of the following: 
 Volunteering for tasks that are outside of an employee‟s prescribed job 
description 
 Displaying diligence and eagerness; and application when considered 
necessary to  finalise essential task requirements 
 Providing assistance to others when required 
 Adhering to rules and prescribed procedures, even when it is inopportune or 
tiresome 
 Candidly advocating and protecting the organisation‟s objectives 
 
Organ (1988; 1997) suggests that the most noticeable difference between OCB and 
prosocial organisational behaviour is that the latter can either be in-role or extra-role, 
whereas OCB by explanation is extra-role.  Further to this, the definition does not 
imply that prosocial behaviour be non-rewarded (Organ, 1997). Although prosocial 
organisational behaviour is constructive towards individuals, it may sometimes be at 
the cost of organisational efficiency and effectiveness (Brief & Motowidlo, 1986).   
Borman and Motowidlo (1997) give the example that an employee may help a 
colleague with a personal problem, but by doing so may not succeed in achieving a 
critical deadline; therefore having a negative impact on the organisation.   
 
Williams and Anderson (1991) proposed dividing the dimensions of OCB into two 
different types of OCB determined by whom the behaviours were intended for.  
 Organisational citizenship behaviour-individuals (OCBI) refer to behaviours 
that are directed toward other individuals in the workplace and benefit these 
individuals.  Altruism and courtesy form part of the OCBIs.  An example of 
such behaviour includes standing in at a meeting for a colleague who is 
absent. 
 Organisational citizenship behaviour-organisational (OCBO) refer to 
behaviours directed at the organisation as a whole. These behaviours are 
intended to benefit the organisation and such behaviours include 
19 
 
conscientiousness, civic virtue and sportsmanship.  Examples of such 
behaviours include working extra hours to complete an important report or 
informing one‟s supervisor when one is unable to attend work. 
 
While these behaviours are based on the direct target of OCB (i.e. the individual or 
the organisation), it should be noted that if an individual is targeted with this 
behaviour so that it directly benefits the individual, it may also indirectly benefit the 
organisation and vice versa (Williams & Anderson, 1991).  For example, if one 
assists a colleague who has been absent from work to complete a report before the 
imminent deadline, then one is directly helping the colleague but at the same time, 
the organisation benefits as its deadlines are being met. 
 
Further to this there is the argument that some individuals may vary in their view of 
whether they see these behaviours as discretionary or not.  Graham (1991) 
recognised that one of the criticisms of Organ‟s definition was the specification of 
behaviour being „extra-role‟.  Graham (1991) overcame this by conceptualising OCB 
as a broad range of behaviours based on political theory to include obedience, 
loyalty and participation.   
 
In responding to the critics, Organ (1997) indicated that since he originally defined 
OCB, jobs have changed in many ways and continue to change.  Downsizing, the 
global economic recession, greater use of teams, virtual organisations and the like, 
all hint towards the myriad of changes which have taken place in the workplace.  
Organ (1997) suggested that as jobs have evolved so have the job descriptions 
defining their tasks, responsibilities and roles.  Where these were formalised in the 
past and clearly defined, they have since become more abstract and universal.  
Without a clear definition of one‟s role and expectations of that role, there is greater 
difficulty in clarifying what is outside of that role. Perception influences views of 
behaviours, because what may be considered an extra-role behaviour to one 
individual may be deemed an in-role to another. The type of job one does may also 
affect what is considered to be in-role or extra-role role behaviour. However, it is 
clear that there needs to be a distinction at some stage, because not all behaviours 
at work form part of task performance. OCB cannot exist in a workplace where every 
helpful deed performed is referred to as part of the job (Organ, 1997). 
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Another issue Organ (1997) tackled in his paper on cleaning up the OCB construct 
was that of rewards.  Although the original definition did not exclude rewards as an 
outcome for behaviour to qualify as an OCB, it was only required that the behaviour 
was not contractually guaranteed by the organisation‟s formal reward system 
(Organ, 1997).  Nevertheless, there is evidence that supervisors do consider 
contextual performance in their overall performance ratings, approximately as highly 
as task performance (Borman & Motowidlo, 1997; Podsakoff et al., 2009).  This 
implies that OCBs do influence performance ratings, even though not implicitly, 
which are likely to influence rewards. 
 
Research suggests that some forms of OCB may be just as likely as in-role 
performance to lead to a financial reward (MacKenzie, Podsakoff & Fetter, 1991; 
Podsakoff & MacKenzie, 1994).  Becton, Giles and Schraeder (2008) further make a 
case for the potential consequences, both positive and negative, of including OCB in 
a formal appraisal and reward system.  These are summarised below in Table 2.1. 
 
Table 2.1: Summary of the Potential Consequences of including OCB in a formal 
appraisal and reward system (Adapted from Becton et al., 2008) 
Potential positive consequences Potential negative consequences 
More frequent incidences of OCBs in 
extrinsically motivated employees 
Less frequent incidences of OCBs in 
intrinsically motivated employees 
Lowered role ambiguity Emotional exhaustion and burnout as a 
result of emotional dissonance 
Enhanced self-efficacy Increased role conflict and overload 
Improved leader member exchange Less accurate organisational diagnosis 
 Greater legal risk 
 Hindered employee development 
 
In an attempt to sift through almost 30 forms of OCB that have been identified over 
the years, Podsakoff et al. (2000) captured all these behaviours into seven different 
themes. 
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 Helping behaviour  
Helping behaviour involves willingly helping others with or preventing the incidences 
of work-related problems.  According to Podsakoff et al. (2000), helping others with 
work-related problems includes altruism, peacemaking and cheerleading (Organ, 
1988), interpersonal helping (Graham as cited in Podsakoff, et al., 2000), OCB-I 
(Williams & Anderson, 1991), interpersonal facilitation (Van Scotter & Motowidlo, 
1996) and helping others (George & Jones, 1997). The latter part of the definition 
regarding prevention of work-related problems makes reference to Organ‟s (1988) 
concept of courtesy, which involves helping others by taking steps to prevent the 
creation of problems for co-workers.  
 
 Sportsmanship 
Podsakoff et al. (2000) expanded on Organ‟s definition of sportsmanship, by 
referring to it as not complaining when inconvenienced, having a positive attitude 
even when faced with challenges and obstacles, willingness to forfeit own interests 
for the sake of the „team‟ and accepting when others reject one‟s ideas, without 
taking it personally. 
 
 Organisational loyalty 
According to Podsakoff et al. (2000), this construct refers to endorsing the 
organisation to outsiders, protecting its interests and remaining committed to the 
organisation, even under adverse conditions.  In their description of this theme, 
Podsakoff et al. (2000) cited Graham (1991) as well as George and Brief (1992). 
 
 Organisational compliance 
According to Podsakoff et al. (2000) this dimension portrays an employee‟s 
internalisation and acknowledgement of organisational policies, conventions and 
procedures.  If this is the case, it typically leads to rigorous obedience rules and 
regulations even in circumstances when employees are not being monitored.  This 
dimension is referred to by other researchers as generalised compliance (Smith, 
Organ & Near, 1983), organisational obedience (Graham, 1991); OCB-O Williams 
and Anderson (1991) and following organisational rules and procedures (Borman & 
Motowidlo, 1997).  Critics would argue that this may not necessarily be regarded as 
22 
 
a form of OCB, because all employees are expected to follow company rules and 
regulations.  Even though there is an expectation that this behaviour should be 
observed in all employees, the truth is that many employees do not obey company 
rules and regulations dutifully (Podsakoff et al., 2000). 
 
 Individual initiative 
Podsakoff et al. (2000) refer to this as extra-role behaviour as it entails engaging in 
task-related behaviours that extend beyond minimal job requirements and suggests 
a voluntary flair with this dimension. It includes voluntary acts of creativity and 
innovation with the intention of improving one‟s task or the organisation‟s 
performance, completing one‟s job with enthusiasm and effort, willingly taking on 
additional tasks and convincing colleagues to do the same (Podsakoff et al., 2000). 
This dimension bears similarity to constructs defined by other researchers such as 
conscientiousness (Organ, 1988), George‟s constructive suggestion construct 
(George & Brief, 1992), industry and individual initiative constructs (Moorman & 
Blakely, 1995), job dedication (Van Scotter & Motowidlo, 1996), enthusiastic 
persistence and performing tasks voluntarily (Borman & Motowidlo, 1997), as well as 
taking charge at work (Morrison & Phelps, 1999).  Podsakoff et al. (2000) consider it 
a challenge to differentiate this type of OCB from in-role behaviour and for this 
reason some researchers have chosen to exclude this dimension from their OCB 
studies or make a distinction empirically between individual initiative and in-role or 
task performance. 
 
 Civic virtue 
This dimension represents a comprehensive interest in or commitment to the entire 
organisation and is expressed by actively contributing to the organisation‟s 
governance, screening the environment for threats and opportunities, as well as 
looking out for the best interests of the organisation (Podsakoff et al., 2000).  
Examples of these include debating critical issues, switching off lights when leaving 
the office to conserve energy and attending training or conferences to ensure that 
the organisation remains informed of employment legislation.  Podsakoff et al. (2000) 
indicate that looking out for the best interests of the organisation, by engaging in the 
above, may come at immense personal cost.  Other researchers have referred to 
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this dimension as civic virtue (Organ, 1988), organisational participation (Graham as 
cited in Podsakoff et al., 2000) and defending the organisation (George & Brief, 
1992).  Fundamentally, employees displaying civic virtue view themselves within the 
context of the larger organisation and undertake the unspoken duties associated with 
belonging to the organisation. 
 
 Self-development 
Many authors and researchers of OCB refer to Katz (1964) as one of the founders 
that sparked the study into the voluntary behaviours employees exhibited.  Self-
development refers to the voluntary behaviours of employees to develop their 
“knowledge, skills and abilities” (Podsakoff et al., 2000, p. 525).  The development of 
competencies in order to be a well-rounded employee would benefit both the 
individual, in performing their work tasks more proficiently, and also the organisation.  
George and Brief (1992) suggest that this could include attending training courses, 
remaining up to date with developments in one‟s field of expertise or developing new 
skills to make a larger contribution to the organisation. 
 
When reflecting on the varying forms of OCBs that have been identified through the 
literature examination by Podsakoff et al. (2000), it becomes evident that these 
behaviours fall into the categories as discussed above.  This is linked closely to 
Katz‟s (1964) article where he suggests that these kinds of behaviour are innovative 
and spontaneous.  Podsakoff et al. (2000) indicate that Katz‟s proposed framework 
for understanding the motivational problems in organisations has influenced the 
majority of definitions of OCBs. 
 
2.2.1 Origin of Organisational Citizenship Behaviour 
 
Katz‟s (1964) seminal framework to assist in understanding the motivational 
problems in organisations has become a factor influencing the thinking about OCB.  
However, the roots of OCB can be traced to the notion that job satisfaction bears a 
functional relation to performance and this was first examined by Organ and his 
colleagues (Bateman & Organ, 1983; Smith et al., 1983; Organ, 1988b).  It is 
suggested that this argument developed into the idea that satisfaction would 
influence employees‟ eagerness in the workplace, which is ideally translated into 
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discretionary behaviours.  Others who at an early stage researched the topic of OCB 
include Brief and Motowidlo (1986) on prosocial behaviours and George and Brief‟s 
(1992) work-related organisational spontaneity.  Although these constructs bear 
similarities, there are some evident differences.  What is evident is that these 
constructs were all blocks in laying the OCB foundation. 
 
2.2.2 Antecedents of OCB 
 
Job satisfaction is a correlate that has been most frequently studied with OCB, with 
organisational commitment also featuring frequently (Williams & Anderson, 1991; 
Organ & Ryan, 1995).  Affective states are positively related to OCBs according to 
Van Dyne, Cummings and Parks (as cited in Organ, 1997).  However, Organ and 
Ryan (1995) found little support for mood-state to predict OCB.  Rather, they 
discovered in their meta-analysis that attitudinal measures such as perceived 
fairness, organisational commitment and leader supportiveness correlate with OCB 
at approximately the same level as satisfaction.  According to Organ and Ryan 
(1995), the most prominent moderator of these correlates appears to be self-ratings, 
which are typically associated with higher ratings, versus other ratings of OCB.  
 
Another frequently studied antecedent of OCB is the perception of organisational 
justice.  Research has ascertained that there is a relationship between perceptions 
of procedural justice and performance of OCBs implying that organisations need to 
ensure fairness in procedures and policies (Moorman, 1991; Williams & Anderson, 
1991; Moorman, Niehoff & Organ, 1993; Moorman, Blakely & Niehoff, 1998).  Niehoff 
and Moorman‟s (1993) research on monitoring employees‟ performance suggested a 
negative relationship with OCB, when the supervisor frequently observes an 
employee‟s work or instigates meetings to discuss problems (as perceived by the 
supervisor).   
 
Further to this, job attitudes, organisational variables, motives and personality traits 
all shape early levels of OCB, which influences the degree to which individuals 
develop their role identity as a „good soldier‟ (Kumar & Raj, 2009).  This role identity 
appears to be directly responsible for causing continuing levels of OCB (Kumar & 
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Raj, 2009).  Work status also influences OCBs, whereby part-time employees 
display fewer OCBs than full-time employees (Stamper & Van Dyne, 2001). 
 
Perceived supervisory support enhances employee satisfaction, which in turn 
encourages the performance of OCBs (Podsakoff et al., 2000; Ladebo, 2008).  
Further to this, research focussing mainly on the substitutes for leadership revealed 
that task characteristics have consistent relationships with OCBs (Podsakoff et al., 
2000).  Task feedback and intrinsically satisfying tasks were positively related to 
OCBs, while task routinisation was negatively related to OCBs (Podsakoff et al., 
2000). 
 
Identification is an important variable in fostering variations of OCB through career 
identification, team identification and organisational identification (Christ, Van Dick, 
Wagner & Stellmacher, 2003).  When employees associate themselves with any of 
the above forms of identification, they are likely to increase their OCBs towards the 
origin of the identification. 
 
Transformational leadership behaviours have steady positive relationships with the 
five dimensions of OCB.  Contingent reward behaviour is significantly positively 
related, while non-contingent punishment behaviour is significantly negatively related 
to altruism, courtesy, conscientiousness, sportsmanship and civic virtue (Podsakoff 
et al., 2000).  Further to this leader-member exchange behaviour was also related to 
OCBs, particularly altruism (Podsakoff et al., 2000). 
 
2.2.3 Criticisms of and Controversies around the OCB Construct 
 
The dimensions of OCB have caused much debate and discussion and many 
researchers have argued around the terminology surrounding these dimensions.  
Altruism is a case in point, where it is implied that this motive is devoid of self-
interest (Organ, 1997).  However, can it be confirmed that help to colleagues, client 
or superiors is without motive?  If this is the case, then Organ (1997) suggests 
calling it helping or helpfulness.  Lievens and Anseel (2004) also highlight that civic 
virtue and sportsmanship are two of the OCB subscales that may be flawed, when 
measuring the OCB construct.  The concern is that researchers do not all share the 
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same view and definition of the construct, and by implication the samples in their 
studies may have different views of the construct too.  For research to progress, it is 
important that the operational definitions of constructs are viewed by researchers in 
a similar way; otherwise there is no certainty that the researchers are measuring the 
same construct. 
 
OCBs, even though they may need to be rewarded at some stage, are typically not 
formally rewarded in organisations and this is viewed as a contentious issue for 
some. Rewarding OCBs, according to Organ (1997), would be complicated as it may 
be indirect, tentative and most likely not within the boundary of a formal reward 
system.  The definition of OCB was reformed somewhat to read as “performance 
that supports the social and psychological environment in which task performance 
takes place” (Organ, 1997, p. 95). 
 
2.2.4 Consequences of Organisational Citizenship Behaviours 
 
OCB has been associated with overall organisational effectiveness and for this 
reason employee behaviours of this nature have far-reaching substantial implications 
for the workplace.  While research on OCB and organisational effectiveness is not 
irrefutable, as studies are typically cross-sectional, they consistently support the 
notion that there is a relationship between OCB and effectiveness (Podsakoff & 
MacKenzie, 1994). Organ (1988) suggests that OCB can result in higher team and 
organisational functioning.  In addition to this, OCB is linked to higher productivity at 
an organisational level, as well as lower turnover (Quick & Nelson, 2009).   
 
Podsakoff et al. (2000) summarise the reasons why OCBs may influence 
organisational effectiveness.  These include: 
 Enhancing managerial and worker productivity 
 Freeing up resources so that they can be utilised in a more productive manner 
 Decreasing the requirement to allocate limited resources to focus only on 
maintenance functions 
 Providing a valuable way of coordinating activities within and across teams  
 Assisting organisations in attracting and retaining the best talent  
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 Enhancing the stability of the organisation‟s performance 
 Improving an organisation‟s ability to more readily adapt to environmental 
changes 
 
OCBs have been positively related to some individual level outcomes, including 
turnover intention, actual turnover, and managers‟ evaluations of employee 
performance, reward allocations and the like.  OCBs have further been positively 
related to organisational level outcomes highlighting the importance of these 
behaviours in the workplace.  Productivity, efficiency, reduced costs and customer 
satisfaction are a few examples of these organisational level outcomes.  In addition 
to this, stronger relationships have been observed between OCBs and unit-level 
performance in longitudinal studies, verifying that OCBs are causally related to these 
criteria (Podsakoff et al., 2009).  
 
Nielsen, Hrivnak, and Shaw (2009) in their meta-analytic review of the existing group 
literature, examined the relationship between OCBs and performance at the group 
level. These researchers found a positive and significant relationship between overall 
OCB and performance at the group level.  
 
2.2.5 Additional empirical studies on the construct 
 
A number of empirical studies have taken place over the past three decades 
researching the antecedents and consequences of OCBs, as well as its relationships 
with other variables.  Some of these studies are summarised in Table 2.2 below to 
give an indication of the various aspects of OCBs that have been examined to date. 
 
Table 2.2: Summary of OCB empirical studies 
Authors  Study Major findings 
Farh, Podsakoff 
& Organ (1990) 
Accounting for OCB: Leader 
fairness and task scope versus 
satisfaction. 
Task scope explains more unique 
variance in altruism and compliance, 
whereas leader fairness accounts 
for unique variance in altruism. 
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Podsakoff, 
MacKenzie, 
Moorman & 
Fetter (1990) 
Transformational leader 
behaviours and their effects on 
followers OCBs 
Effects of transformational leader 
behaviours on OCBs are indirect, as 
they are mediated by follower‟s trust 
in their leaders. 
Moorman, 
Niehoff & Organ 
(1993) 
Relative contribution of 
procedural justice perceptions 
toward predicting OCB 
controlling for the effects of job 
satisfaction and organisational 
commitment 
Results supported relationships 
between procedural justice and 
commitment, satisfaction and OCB.  
No individual relationships between 
commitment and OCB or 
satisfaction and OCB were found 
once the relationships between 
justice and citizenship were 
controlled. 
Organ & Ryan 
(1995) 
A Meta-Analytic Review of 
Attitudinal and Dispositional 
Predictors of Organizational 
Citizenship Behavior 
This review of 55 studies supports 
the result that job attitudes are 
predictors of OCBs and that other 
attitudinal measures correlate with 
OCB at approximately the same 
level i.e. organisational commitment, 
perceived fairness and leadership 
supportiveness. 
MacKenzie, 
Podsakoff & 
Ahearne (1998) 
Some possible antecedents 
and consequences of in-role 
performance and extra-role 
salesperson performance. 
In-role performance is an 
antecedent of job satisfaction and 
organisational commitment, while 
extra-role performance is a 
consequence of these two variables. 
MacKenzie, 
Podsakoff & 
Paine (1999) 
Do citizenship behaviours 
matter more for managers than 
for salespeople? 
OCBs have a significant impact on 
the performance evaluations of 
salespeople and managers. When 
effects for common method variance 
are controlled, the magnitude of the 
impact of OCBs is greater for 
managers than for salespeople. 
Kar & Tewari 
(1999) 
Examining the impact of 
organisational culture (OC) as 
causes of OCB. 
Findings suggest a causal 
relationship between components of 
OC and OCB, plus its dimensions. 
Kidder (2002) The study looks at the 
relationship between gender 
and OCB. 
Findings indicate significant 
differences, particularly for civic 
virtue for males and altruism for 
females. 
Chang, Johnson 
& Yang  (2007)   
Emotional strain and 
organizational citizenship 
behaviours: A meta-analysis 
review. 
Based on the results of 29 studies, 
the results indicate a negative 
relationship between strain and 
OCB.  This relationship is 
moderated by OCB type, rating 
source, organisational type and 
sample type. 
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Farrel & 
Finkelstein 
(2007) 
The expectations and 
attributions for performance 
are investigated in light of OCB 
and gender. 
Results indicate that OCBs are 
typically expected more of females, 
than they are of males.  Only under 
specific conditions were civic virtue 
behaviours expected more of males. 
Noor (2009) Examining organisational 
citizenship behaviour as the 
outcome of organisational 
commitment: a study of 
universites teachers of 
Pakistan 
The results indicate that 
organisational commitment has 
significant positive relationship with 
OCB.   
Nielsen, 
Hrivnak, and 
Shaw (2009) 
Organizational citizenship 
behaviour and performance: A 
meta-analysis of group-level 
research.  
Meta-analysis on 38 independent 
samples whereby the analyses 
indicated a positive overall 
relationship between OCB and 
performance  
Podsakoff, 
Blume, Whiting 
& Podsakoff 
(2009) 
Individual- and organizational-
level consequences of 
organizational citizenship 
behaviors: A meta-analysis. 
Meta-analysis of 168 independent 
samples reporting on individual and 
organisational level outcomes.  
Individual-level: OCBs are related to 
managerial ratings of employee 
performance, reward allocation 
decisions and withdrawal related 
criteria. Organisational-level: OCBs 
are related to productivity, efficiency, 
reduced costs, customer satisfaction 
and unit-level turnover. 
Nielsen, 
Bachrach, 
Sundstrom & 
Halfhill (2012) 
Utility of OCB: OCB and group 
performance in a resource 
allocation framework 
Task interdependence moderates 
the relationship between OCB and 
group performance.  The results 
indicated that OCBs had a positive 
impact in groups with 
interdependent tasks, but not in 
groups with independent tasks. 
Farahbod, 
Azadehdel, 
Rezaei-Dizgah 
& Nezhadi-
Jirdehi (2012) 
Organizational citizenship 
behavior: The role of 
organizational justice and 
leader–member exchange 
(LMX) 
Results point to a positive 
relationship among employee's 
perceptions of organisational justice 
and LMX with OCB. Interactive 
justice is positively related to OCB. 
A positive relationship is evident 
between employees‟ perceptions of 
LMX and OCB. 
 
Research on gender-role stereotypes has gone on for decades and it is generally 
accepted that behaviours are considered either feminine or masculine. Typically 
OCBs are expected more of women than they are of men (Farrell & Finkelstein, 
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2007).  Aligned with these ideas of gender stereotypes, the OCB dimensions of 
altruism, courtesy, civic virtue and sportsmanship can be divided by gender role. 
Typically, altruism (Kar & Tewari, 2008) and courtesy, previously mentioned as 
OCBIs, are considered in-role behaviour for females.  While civic virtue (Kidder, 
2002) and sportsmanship (Kar & Tewari, 2008), previously mentioned as OCBOs, 
are regarded as more in-role for men. This may also be influenced by gender 
orientation and occupation (Kidder, 2002).  The dimension of conscientiousness, 
which includes attention to detail and adherence to organisational rules, is excluded, 
as this dimension does not seem to adhere to any particular gender norm (Kidder & 
McLean Parks, 2001). Cloninger, Ramamoorthy and Flood (2011) conducted a study 
which indicated that gender did not dictate who would exhibit greater OCBs. The 
theory and the research is somewhat conflicting, and for this reason the researcher 
would like to investigate if there is a significant difference in OCBs displayed based 
on gender. 
 
Further to this a number of studies, as indicated earlier, have been conducted on the 
consequences and antecedents of OCBs, taking into consideration aspects of the 
job, the task, the leader, the organisation and the individual.  What is evident is that 
these aspects are likely to influence OCBs, however it needs to be highlighted to 
organisations, managers and practitioners as to how OCBs can be increased.  Could 
this be done directly or is this an indirect process?  Turnipseed and Murkison (1996) 
suggest that managers may be able to foster OCBs by creating a positive work 
environment characterised by equitable and competent supervision.  Zabihi, 
Hashemzehi and Hashemzehi (2012) agree that a positive work climate can improve 
OCB, but more importantly having leaders who display a transformational leadership 
style is pertinent in developing OCBs in employees.  They further suggest that by 
empowering the human resources of an organisation it would go a long way in 
encouraging OCBs.  
 
2.3 WORK ENGAGEMENT 
 
The positive psychology movement forged a path to better understand human 
behaviour by paying equal attention to the positive and the negative.  This led many 
researchers, practitioners and academics to adjust the direction of their research.  
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According to Schaufeli and Bakker (2001) the crucial need for a paradigm shift came 
from their examination of publications in the Journal of Occupational Health 
Psychology, whereby only 6% scrutinised the positive features of health and well-
being, whilst the remainder highlighted pathological tendencies.  This stark 
difference in research between the positive and the negative emphasised the 
urgency for a shift to the positive in Occupational Health Psychology (OHP). 
 
The concept of engagement stems from developments in OHP and suggests that in 
order to continue to exist and flourish in a dynamic environment; organisations 
require healthy and motivated employees (Schaufeli & Salanova, 2007).   
Organisations need to manage their employees today, more than ever, to be 
successful because of the harsh unforgiving environment they are faced with.  By 
implication, organisations require resourceful, proactive, responsible, dedicated, 
collaborative employees who pay attention to high quality performance (Schaufeli & 
Salanova, 2007).  In short, organisations need employees who are engaged. 
 
2.3.1 Defining Work Engagement 
 
Various forms of engagement have been identified in literature, based on their 
particular antecedents and outcomes (Saks, 2006; Simpson, 2009a). After 
examining the literature, Simpson (2009a) suggests four types of work-related 
engagement, which will be briefly defined below. 
 
 Personal engagement  
Personal engagement refers to the manner in which psychological encounters at 
work shape the practice of individuals “connecting” and “disconnecting” themselves 
during task performances either emotionally, cognitively or physically.  When an 
individual is engaged, they are mindfully watchful, emotionally attached and 
physically involved (Kahn, 1990). 
 
 Employee engagement  
Employee engagement refers to the employee‟s connection with and passion for 
work, as well as their satisfaction with work (Harter, Schmidt & Hayes, 2002).  A 
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number of consultancies have taken up business studies around this concept 
utilising the Gallup Work Audit better known as the Q12®, in order to determine the 
impact of employee engagement on work and organisational outcomes (Harter, 
Schmidt, Killham & Agrawal, 2009). 
 
 Burnout / engagement  
Burnout refers to individuals experiencing a sense of reduced personal 
accomplishment, exhaustion and depersonalisation, typically as a reaction to 
persistent job stressors.  On a continuum, engagement is viewed as the converse of 
burnout (Maslach, Schaufeli & Leiter, 2001); however these constructs should be 
measured independently and with different instruments (Schaufeli, Salanova, 
Gonzalez-Roma & Bakker, 2002; Schaufeli, Bakker & Salanova, 2006).   Compared 
to the lacklustre involvement and fatigue of individuals experiencing burnout, those 
experiencing engagement have an elevated sense of energy, whilst feeling 
connected with their work and capable of dealing with the demands of their job 
(Schaufeli & Bakker, 2003). 
 
 Work engagement  
Work engagement is defined as a positive, gratifying, work-related mentality that is 
characterised by vigour, dedication and absorption.  Rather than a momentary and 
specific state, engagement refers to a more persistent and pervasive affective-
cognitive state that is not focussed on any particular object, event, individual or 
behaviour (Schaufeli et al., 2002; Schaufeli & Bakker, 2003).  In other words, in 
engagement, fulfilment exists in contrast to the voids in life that leave people feeling 
empty (Schaufeli & Salanova, 2007).  For the purpose of this study, the researcher 
will be using the construct as defined by Schaufeli et al. (2002), together with the 
measuring instrument known as the Utrecht Work Engagement Scale (UWES) 
designed by Schaufeli and Bakker (2003) to measure the construct of work 
engagement.   
 
As mentioned, work engagement is composed of vigour, dedication and absorption.  
Vigour is typified by elevated energy levels and mental resilience while working; as 
well as the eagerness to devote effort to one‟s work and persistence, even in the 
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face of difficulties (Schaufeli & Bakker, 2001; Bakker & Demerouti, 2008).   
Individuals who score high on vigour typically have a lot of energy, passion and 
fortitude when working (Schaufeli & Bakker, 2003).  This dimension is considered to 
be intrinsically motivational as it directs individuals‟ energy levels into achieving their 
goals, because the activity gives them enjoyment, fulfilment and this is intrinsically 
rewarding (Mauno, Kinnunen & Ruokolainen, 2007).   
 
Dedication is defined as being involved in one's work and experiencing significance, 
enthusiasm, inspiration, pride and challenge (Schaufeli & Bakker, 2001; Bakker & 
Demerouti, 2008).  Usually dedicated individuals identify with their work because 
they experience it as meaningful (Schaufeli & Bakker, 2003).   
 
Absorption refers to being contentedly engrossed in one‟s work, whereby time 
elapses rapidly and it is difficult to separate oneself from work (Schaufeli & Bakker, 
2001; Bakker & Demerouti, 2008).  Several researchers are of the view that 
absorption is similar to flow, which resembles deep involvement with an activity so 
much so that little else seems to matter (Gonzalez-Roma, Schaufeli, Bakker & Lloret, 
2006; Langelaan, Bakker, Schaufeli & Van Doornen, 2006). 
 
In light of the burnout and engagement literature, vigour is considered the polar 
opposite of exhaustion, while dedication is the opposite of cynicism (Schaufeli & 
Bakker, 2003). The continuum that is spanned by vigour and exhaustion has been 
categorised as energy / activation, whereas the continuum that is spanned by 
dedication and cynicism has been categorised as identification (Schaufeli & Bakker, 
2001).  Engagement is typically identified by high levels of energy and strong 
identification with one's work, while burnout is identified by low levels of energy 
together with poor work identification.  As is evident from the definition, the direct 
opposite of professional inefficacy (the third burnout concept) was not included in the 
definition of engagement; rather absorption was used thereby indicating a difference 
between the two constructs (Schaufeli & Bakker, 2003).    
 
In business today, an increasing number of consultancies, organisations, academics 
and researchers are paying attention to engagement; researching its consequences 
and antecedents, as well as developing programmes to improve it (Wefald & 
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Downey, 2009).  It is clear that work engagement is important in the workplace and 
will be the focus for a long time to come. 
 
2.3.2 Origin of Work Engagement 
 
Kahn (1990) was one of the first persons to define personal engagement, relating it 
to how individuals express themselves during role performances.  Two other schools 
of thought on work engagement evolved.  The first was that of Maslach and Leiter 
(1997) suggesting that a continuum exists with burnout and engagement on the 
opposite ends.  The second was that of Dutch psychologist, Wilmar Schaufeli, who 
explained work engagement with regard to the stress and burnout literature and 
research, suggesting that engagement is the positive antipode of burnout (Schaufeli 
& Bakker, 2003).   
 
2.3.3 Antecedents of Work Engagement 
 
When scanning the engagement literature there is a wealth of research on the 
probable antecedents of engagement.  However, caution must be observed when 
referring to these results, as many of these studies are cross-sectional by design 
making causal inferences difficult (Schaufeli & Salanova, 2007).  Bakker and 
Demerouti (2007) developed the Job Demands-Resources (JDR) model as depicted 
below in Figure 2.1, to be inclusive of work engagement. 
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Figure 2.1:  The Job Demands-Resources model of work engagement (Source: 
Bakker & Demerouti, 2008) 
 
The model suggests that the antecedents and consequences of engagement can be 
arranged into an inclusive model of work engagement.  It further indicates that job 
and personal resources influence work engagement, as well as that performance is 
influenced by work engagement (Bakker and Demerouti, 2007).  Further to this, the 
JDR model points to the notion that work engagement could also assist in fostering 
job resources. 
 
There is a positive relationship between job resources and engagement, especially 
vigour and dedication (Mauno et al., 2007; Rothmann & Rothmann, 2010).  Job 
resources are the features of a job that have the capacity to reduce job demands 
and the associated physiological and psychological costs; assist in attaining work 
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objectives and inspire individual learning and development (Schaufeli & Bakker, 
2004; Schaufeli & Salanova, 2007; Mauno et al., 2007).  These resources include 
social support from colleagues and supervisors, constructive performance feedback, 
coaching, job control, task variety and training amenities (Schaufeli & Bakker, 2004).  
For example, if an employee has a good rapport with his or her supervisor, it may 
lessen the effect of a challenging job demand, such as work overload.  This may be 
as a result of a supportive supervisor, who displays gratitude for the employee‟s 
efforts and sympathy towards their situation, placing the job demands in another light 
for the employee (Bakker & Demerouti, 2007).  When employees have adequate job 
resources, they are more likely to be engaged than employees who do not have 
sufficient job resources. 
 
Job control and organisational-based self-esteem are the top lagged predictors of 
engagement (i.e. high job control and good organisation-based self-esteem at time 
one, appeared to foster work engagement at time two); and were stronger predictors 
of vigour and dedication when compared to the other job resources (Mauno et al., 
2007).  When job demands are high and individuals have the required resources to 
complete their tasks and manage the demands placed on them, they will be more 
engaged (Hakanen, Bakker & Demerouti, 2005).  However, when job demands are 
low and job resources are high, then it may lead to boredom. 
 
Personal resources are described as affirmative self-evaluations that are related to 
resiliency and refer to an individuals‟ capacity to effectively manage and influence 
their surroundings (Hobfoll, 2002).  Examples of personal resources include self-
efficacy, resilience and optimism.  Typically self-efficacy mediates the relationship 
between task resources and engagement.  Engagement also increases self-efficacy 
which eventually leads to an increase in task resources. This suggests a positive 
gain spiral in which self-efficacy plays a central role (Llorens, Schaufeli, Bakker & 
Salanova, 2007).  From this argument, it follows that ultimately engaged workers 
generate their own job resources (Bakker, Schaufeli, Leiter & Taris, 2008). 
 
Leader behaviour is another antecedent that plays a role in engagement.  Leader 
empowerment behaviour contributes to engagement and encourages employee 
participation, as well as autonomy (Van Schalkwyk, Du Toit, Bothma & Rothmann, 
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2010; Bargagliotti, 2011).  Other leader behaviours that enhance engagement 
include showing support to teams, competent performance by the leader and 
integrity (Xu & Thomas, 2011).  Trust in the organisation, colleagues and trust in the 
leader is an antecedent of engagement, indicating how important it is to foster an 
open, dependable relationship in the workplace (Bargagliotti, 2011).  Further to this, 
when leaders display transformational leadership behaviours, it leads to higher levels 
of work engagement (Salanova, Lorente, Chambel & Marti´nez, 2011b; Raja, 2012). 
The quality of exchanges that take place between supervisors and their immediate 
subordinates also influence engagement (Agarwal, Datta, Blake-Beard & Bhargava, 
2012).  Having a good exchange relationship is vital to boosting engagement levels.  
Leaders have an important role to play in the workplace when it comes to 
engagement levels.  By paying attention to themselves and their employees in the 
workplace, they can increase their own behaviours that have a positive relationship 
to employee work engagement. 
 
2.3.4 Criticisms of and Controversies around Work Engagement  
 
Although originally designed with a three-factor structure, as embodied in the UWES, 
engagement may be a single factor construct based on research conducted by Britt, 
Dickinson, Greene and McKibben (2007), Wefald and Downey (2009), as well as 
Bell and Barkhuizen (2011).  Rothmann and Jordaan (2006) found a two-factor 
structure on the UWES in their research on academic staff in South Africa. Mills, 
Culbertson and Fullagar (2012) discovered a possible four-factor structure when 
utilising the UWES-17 in one of their studies, suggesting further research regarding 
the addition of another factor to the work engagement construct.  In contrast, Mauno 
et al. (2007) indicated that the vast majority of studies on work engagement focus on 
vigour and dedication.  This seems to be resultant from studies indicating that these 
two constructs form the nucleus of work engagement (Gonzalez-Roma et al., 2006; 
Llorens et al., 2007).  Britt et al. (2007) believe that measuring engagement along 
two or more factors leads to confusion regarding which factors are related to the 
outcomes of engagement. 
 
Some research suggests that engagement and satisfaction are highly related 
(Wefald & Downey, 2009).  This may indicate an overlap of the construct which 
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requires researchers to relook each of the definitions and ensure they are correct 
and not merely measuring the same thing in different ways.  In addition to this, like 
many other constructs in Industrial and Organisational Psychology, there appear to 
be some definitional issues.  Saks (2008) suggests that engagement appears to 
“bleed” into other established constructs like citizenship behaviour.  However, he 
further indicates that if it is to be viewed as a unique construct it needs to be 
recognised as being divergent from other constructs.  Much work needs to be done 
on clarifying the engagement construct and finding a middle ground between 
academic and practitioner understandings of what engagement entails. 
 
2.3.5 Consequences of Work Engagement 
 
Research indicates a positive relationship between engagement and performance 
(Harter, Schmidt & Hayes, 2003; Schaufeli & Salanova, 2007; Bakker & Demerouti, 
2008; Harter, Schmidt, Killham & Agrawal, 2009).  Bakker (2009) presents his 
rationale giving reasons for the higher performance of engaged employees when 
compared to the lower, mediocre performance of non-engaged employees. Engaged 
employees (a) frequently experience positive emotions like contentment, delight and 
zeal; (b) sustain superior health; (c) generate their own job and personal resources; 
and (d) transmit their engagement to colleagues.  In their meta-analysis of 
engagement and organisational outcomes, Harter et al. (2003) established that 
organisations with highly engaged employees typically averaged revenues or sales 
of $80 000 to $120 000 more per month than other organisations.  This suggests that 
when employees are engaged, their organisations will typically perform better than 
organisations whose employees are not engaged. 
 
Research has gone so far as to demonstrate performance on a daily basis, 
highlighting that day-level engagement is a predicator of day-level financial returns 
(Xanthopoulou, Bakker, Demerouti & Schaufeli, 2009).  Understandably, even the 
most engaged employee may have an “off” day, so on a day their engagement levels 
are low, their performance may be low too.  The reverse is also true.  If engagement 
on a particular day is high, then performance and the associated financial returns on 
that day would be high too.  Engagement may fluctuate daily and as it does, so will 
the financial returns.  The bottom line is that when organisations have engaged 
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employees, there is likely to be significantly higher financial profitability for those 
organisations (Bargagliotti, 2011). 
 
Further to this, engaged individuals display proactive behaviours and it is shown that 
engagement leads to increased customer satisfaction (Salanova, Agut & Peiró, 
2005; Bakker & Demerouti, 2008).  When employees exhibit high levels of 
engagement, they are likely to have high levels of job satisfaction (Bakker & 
Demerouti, 2008), organisational commitment (Hakanen, Bakker & Schaufeli, 2006; 
Field & Buitendach, 2011) and lower levels of turnover intention (Schaufeli & Bakker, 
2004; Bakker & Demerouti, 2008; Simpson, 2009b; Van Schalkwyk et al., 2010; 
Agarwal et al., 2012), which may result in the retention of valued employees.  Car 
dealerships are notorious for their high employee turnover and research suggests 
that dealerships with low employee turnover typically have higher gross profits per 
retail vehicle (sales) and perform better in service (Nolan, 2011).  Having engaged 
employees, who remain in organisations for longer, may be of great value in service-
oriented environments, like automotive dealerships, because developing customer 
relationships takes time and immense effort from the employee.   
 
Individuals are also likely to benefit from positive job attitudes, strong identification 
with one‟s work, intrinsic motivation, good mental health and the acquirement of job 
resources and personal resources (Schaufeli & Salanova, 2007).  Work engagement 
correlates positively with innovative work behaviour (Agarwal et al., 2012), so 
employees who are engaged are likely to be more creative and think outside of the 
proverbial box.  This innovative behaviour is crucial for gaining an advantage in the 
globally competitive environment businesses find themselves in these days. 
 
Whilst self-efficacy is believed to be an antecedent to engagement, it is also 
evidenced that over a period of time, engagement increases self-efficacy (Salanova, 
Llorens & Schaufeli, 2011a).  This appears to be a positive reciprocal relationship, as 
engagement both increases and is enhanced by self-efficacy.  Research also 
suggests that there is a “crossing over of engagement”, in that it contagiously passes 
over from one person to another (Bakker, Demerouti & Schaufeli, 2005; Bakker, Van 
Emmerik & Euwema, 2006; Bakker & Demerouti, 2009).   This will be discussed 
further in the section on developing engagement in the workplace. 
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2.3.6 Developing Work Engagement 
 
While this study does not focus on the development of work engagement, the 
researcher believes it necessary to highlight that this construct can be nurtured and 
developed in the workplace.  What is critical for building engagement is the 
reciprocal relationship which relies on   the commencement and continuation of 
upward spirals initiated by job resources and personal resources.  This may result in 
a number of positive outcomes via engagement, which in turn increases job and 
personal resources and fosters high levels of engagement (Schaufeli & Salanova, 
2007; Llorens et al., 2007).  Engagement can therefore be increased, following the 
gain spiral reasoning, by stimulating any link in the spiral i.e. resources or positive 
outcomes.  This can be realised using strategies that centre on assessing and 
evaluating employees, designing and changing workplaces, leadership, as well as 
training and career management (Schaufeli & Salanova, 2007).   
 
2.3.7 Additional empirical studies on the construct 
 
A number of empirical studies have taken place over the past decade researching 
the antecedents and consequences of engagement, as well as its relationships with 
other variables.  Some of these studies are summarised in Table 3 below to give an 
indication of the various aspects of engagement that have been examined to date. 
  
Table 2.3: Summary of work engagement empirical studies 
Authors  Study Major findings 
Harter , Schmidt 
& Keyes 
(2002a) 
Business- unit-level 
relationship between employee 
satisfaction, employee 
engagement, and business 
outcomes: A meta-analysis. 
Meta-analysis of 42 studies 
indicates higher success rates for 
businesses with above the median 
employee engagement. 
Schaufeli & 
Bakker (2004) 
Job demands, job resources, 
and their relationship with 
burnout and engagement: a 
multi-sample study. 
Results indicated that burnout and 
engagement are negatively related.  
Engagement was predicted by job 
resources. 
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Hakanen, 
Bakker & 
Schaufeli (2006) 
Burnout and work engagement 
among teachers 
Results showed that job resources 
were antecedents for engagement 
and that engagement mediated the 
effects of job resources on 
organisational commitment. 
Schaufeli, 
Bakker & 
Salanova (2006) 
The Measurement of Work 
Engagement with a Short 
Questionnaire: A Cross-
National Study. 
Data collected from 10 countries 
suggests that engagement may be 
conceived to be the positive 
antipode of burnout.    It also 
highlighted that engagement is 
weakly positively related to age and 
that typically South African women 
obtain higher vigour scores than 
South African men. 
Brake, Bouman, 
Gorter, 
Hoostraten & 
Eikjman (2007) 
Professional burnout and work 
engagement among dentists. 
Engagement at high levels endured 
across age groups.  
Depersonalisation and emotional 
exhaustion were negatively 
correlated with engagement. 
Mauno, 
Kinnunen & 
Ruokolainen 
(2007) 
Job demands and resources 
as antecedents of work 
engagement: a longitudinal 
study. 
Results in a 2 year longitudinal 
study indicated consistently stable 
high levels of vigour and dedication.  
Vigour and dedication were most 
predicted by levels of job resources. 
Olivier & 
Rothmann 
(2007) 
 
Antecedents of work 
engagement in a multinational 
oil company 
Psychological meaningfulness has a 
strong positive relationship with 
engagement. 
Hakanen, 
Schaufeli & 
Ahola (2008) 
The job demands-resources 
model: a three-year cross-
lagged study of burnout, 
depression, commitment and 
work engagement. 
Engagement, burnout, depression 
and organisational commitment 
were stable over a 3 year cross-
lagged study.   
Rothmann 
(2008) 
Job satisfaction, occupational 
stress, burnout and work 
engagement as components of 
work-related wellbeing. 
In a study of police officers, results 
reveal vigour and dedication lead to 
engagement, which is related to 
wellbeing. 
Harter, Schmidt, 
Killham & 
Agrawal (2009) 
 
 
Q12® Meta-Analysis: The 
Relationship Between 
Engagement at Work and 
Organizational Outcomes. 
Results indicate that businesses in 
the upper half of engagement 
double their chances of succeeding 
when compared to those in the 
bottom half.  Engagement was 
related to 9 performance measures 
at the business or work unit level. 
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Seppälä, 
Mauno, Feldt, 
Hakanen, 
Kinnunen, 
Tolvanen & 
Schaufeli (2009)    
The Construct Validity of the 
Utrecht Work Engagement 
Scale: Multisample and 
Longitudinal Evidence. 
A three year longitudinal study 
supported the three-factor structure.  
WE appears to be a stable indicator 
of occupational well-being. 
Simpson 
(2009b) 
Predictors of Work 
Engagement Among Medical-
Surgical Registered Nurses. 
Results indicated that professional 
status, interaction and intention to 
quit explain 46% of the variance in 
engagement.   
Du Plooy & 
Roodt (2010) 
Work engagement, burnout 
and related constructs as 
predictors of turnover 
intentions. 
Results indicated that engagement 
and OCBs were negatively related 
to turnover intention. 
Rothmann & 
Rothmann Jr. 
(2010) 
 
Factors associated with 
employee engagement in 
South Africa. 
Psychological conditions were 
positively related to engagement, 
particularly psychological 
meaningfulness and psychological 
availability.  Job resources were 
positively related to engagement, 
particularly growth opportunities and 
organisational support. 
Bell & 
Barkhuizen 
(2011) 
The relationship between 
barriers to change and the 
work engagement of 
employees in a South African 
property management 
company 
Results indicated a practically 
significant relationship between 
barriers to change (e.g. resisting 
change because of fear of the 
unknown) and engagement.  There 
was also evidence of significant 
differences between engagement 
and demographic grouping. 
Field & 
Buitendach 
(2011) 
Happiness, work engagement 
and organisational 
commitment of support staff at 
a tertiary education institution 
in South Africa. 
Results revealed a significant 
positive relationship between 
organisational commitment and 
engagement, as well as 
engagement and happiness. 
Hassan & 
Ahmed (2011) 
Authentic Leadership, Trust 
and Work Engagement 
Authentic leadership advanced 
subordinates‟ trust in the leader and 
played a role in work engagement.  
Results further indicated that 
interpersonal trust predicted 
employee‟s work engagement. 
Rothmann, 
Jorgensen & 
Marais (2011) 
Coping and work engagement 
in South African organisations 
Results indicated a statistically 
significant relationship between 
engagement, problem-focused 
coping, positive reinterpretation and 
growth. 
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Shuck, Reio Jr. 
& Rocco (2011) 
 
 
Employee engagement: an 
examination of antecedent and 
outcome variables. 
Results indicated that affective 
commitment, job fit and 
psychological climate were 
significantly related to engagement.  
Outcome variables of engagement 
included discretionary effort and 
turnover intention. 
Mills, Culbertson 
and Fullagar 
(2012)   
Conceptualizing and 
Measuring Engagement: An 
Analysis of the Utrecht Work 
Engagement Scale 
Results suggest that UWES-17 and 
the UWES-9 demonstrate three-
factor dimensionality.  However the 
UWES-9 captures the three-factor 
dimensionality better than does the 
UWES-17. 
 
Much research has been done on the antecedents and consequences of 
engagement, particularly in line with the JDR model as outlined by Bakker and 
Demerouti (2007).  Engagement is positively related to a range of job resources such 
as performance feedback, job autonomy and job variety (Schaufeli & Bakker, 2004; 
Schaufeli & Salanova, 2007; Mauno et al., 2007).   
 
Research relating to work engagement and socio-demographics suggests that 
women have higher absorption and vigour scores than men (Mauno et al., 2007).  In 
South Africa the score for vigour was higher for women than for men (Schaufeli et 
al., 2006).  The researcher would therefore like to investigate the relationship 
between gender and engagement, as well as its subscales.  Further to this 
engagement is weakly positively related to age, implying that engagement increases 
slightly with age (Schaufeli et al., 2006).  The researcher would like to examine the 
relationship between age and engagement.  There is a significant relationship 
between engagement and home language in a South African sample, whereby 
respondents with Afrikaans as their home language have higher levels of vigour, 
dedication and absorption than those with English as their home language (Bell & 
Barkhuizen, 2011).   Goliath-Yarde and Roodt (2011) indicated that there is a 
relationship between engagement and cultural groups, however argue that this may 
be as a result of language differences based on the origin of the questionnaire. 
 
A significant relationship was also ascertained between engagement and 
qualification in a study by Barkhuizen and Rothmann (2006), indicating that 
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academics with a doctoral degree tended to be more absorbed in their work than did 
those with a four-year or honours degree.  This implies that respondents who have 
higher qualifications are more engaged.  Bell and Barkhuizen‟s (2011) study on a 
different sample contradicted this finding.  For this reason, the researcher finds it 
necessary to investigate the relationship between qualification and engagement on 
the sample under investigation. 
 
To continue to exist and flourish in an ever-changing environment; contemporary 
organisations require employees who are vigorous, dedicated and absorbed.  These 
organisations cannot prosper without employees who are engaged (Schaufeli & 
Salanova, 2007).  For this reason it is crucial that organisations, researchers and 
practitioners alike focus their energies on researching and developing work 
engagement. 
 
2.4 PSYCHOLOGICAL CAPITAL  
 
Today‟s business environment necessitates flexibility, innovation and managing 
human capital as a key ingredient for continued organisational performance.  
Organisations have shifted their focus from traditional economic capital to human 
capital, then social capital and are now drawing on PsyCap as a means of improving 
performance through higher productivity, superior customer service and greater 
employee retention (Luthans, Luthans & Luthans, 2004). 
 
PsyCap is theoretically endorsed by developing from the concepts of conventional 
financial capital, as well as human and social capital (Luthans & Youssef, 2004). 
Luthans and Youssef (2007) explain that PsyCap intends building on and adding 
value to what an individual possesses (e.g. financial capital), what an individual has 
knowledge of (human capital), who an individual is acquainted with (social capital), 
whilst challenging and encouraging the development of the individual in his or her 
current state (the actual self) into what that individual can become in the future (the 
potential self). 
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2.4.1 Defining PsyCap 
 
Positive PsyCap is an individual‟s positive psychological state of development, 
characterised by high levels of hope, self-efficacy, resilience and optimism.   
Preliminary and empirical findings across diverse samples support that these four 
psychological capacities may contribute more when combined and interacting, to the 
higher order construct of PsyCap (Luthans et al., 2007b).  PsyCap lends heavily from 
the psychological resource theory of Hobfoll (2002), which proposes that individual 
resources should be treated as the manifestation of an underlying core construct or 
an integrated resources set, rather than in isolation.  Therefore, PsyCap is a higher 
order construct that assimilates the POB criteria meeting capacities, not only 
additively, but also synergistically (Luthans et al., 2007b).   
   
Luthans et al. (2007a) suggest that there is a common thread running throughout 
PsyCap that represents an individual‟s positive evaluation of a certain circumstance, 
the material and personal resources accessible to deal with the circumstance and 
the prospect of succeeding based on personal endeavour, determination and 
persistence.  They explain it to mean that the core construct can draw from within 
and across each psychological resource capacity, implying that the higher order 
construct is an integration of the four capabilities and is also multi-faceted.  The 
result of investing in, developing and managing overall PsyCap on performance and 
attitudinal outcomes is expected to have a synergistic effect and thereby the effect of 
the higher order construct will be far greater than the positive psychological 
capacities that comprise it (Luthans et al., 2007b).   
 
PsyCap capacities are states, rather than enduring traits, so it is expected that they 
will fluctuate over time; increasing or decreasing depending on the condition at the 
time of their assessment.  Underlying each of these capacities to engage is the 
likelihood that individuals deem that they will be victorious in their endeavours i.e. 
motivation (Luthans et al., 2007b).  In order to understand PsyCap it is necessary to 
discuss the dimensions of hope, self-efficacy, resilience and optimism in their 
individual capacities. 
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2.4.1.1 Hope 
 
Hope has tweaked human curiosity over decades and even centuries of existence.  
In her unpacking of hope, Dundules (2009) suggests that hope extends all the way 
back to the Greek myth of Pandora‟s box, has been highlighted by poets throughout 
the centuries and is mentioned throughout the Bible in the Psalms, Corinthians and 
Romans.  Even before it was researched, people were aware of the existence of 
hope and of its importance. 
 
In his ever-evolving view of hope, Snyder (2002) a well-known theory-builder and 
researcher on hope, pointed out that thought processes provided the underlying 
basis for this construct, rather than emotions which merely contributed to the 
construct.  Snyder‟s (2002) basic assumption regarding hope was that human 
behaviour is goal-directed.   
 
In 1991 Snyder, Irving and Anderson (as cited in Snyder, 2002) defined hope as a 
positive emotional state that is based on an interactively derived sense of successful 
(a) goal-directed energy (agency) and (b) pathways (how to goals will be realised).  
Hope is a cognitive state in which an individual is capable of setting difficult, yet 
achievable goals (what the individual hopes for) and then aiming for those goals 
through resolve, vigour and the individuals‟ perspective regarding control over the 
situation (Luthans et al., 2007b).  Therefore, this refers to agency which considers 
the individual‟s motivation to begin and continue towards their goal (Snyder et al., 
2003). Within the context of Hope Theory, Snyder (2002) highlights two types of 
goals: 
 Positive goal outcomes relate to attaining a goal for the first time, sustaining a 
present goal outcome and furthering a goal that has already been initiated.   
 Negative goal outcomes are those that involve avoiding an undesirable result 
by deterring it, so that it never appears or that the appearance is delayed. 
 
The alleged capacity to make use of pathways to accomplish desired goals, known 
as agency thought, is the motivational element in hope theory (Snyder, 2002).  
These thought processes involve the mental vigour to start and persist using a 
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pathway through all stages of goal pursuit (Snyder, 2002).  Agency thinking is 
crucial, in particular when individuals are faced with obstacles, as this type of 
thinking encourages the motivation to be directed to the best alternative pathway 
(Snyder, 2002; Tong, Fredrickson, Chang & Xing Lim, 2010).   
 
Pathways point to how the individual is going to achieve the goal (Snyder et al., 
2003).  This implies that the individual should be able to find another path to achieve 
their goals, should there be an obstacle in their first path (Snyder, Rand & Sigmon, 
2005). With regard to pathways thinking for high-hope individuals pursuing a specific 
goal, it will entail the development of one conceivable path to achieve the goal and 
they should be relatively certain about this pathway (Snyder, 2002).  Further to this, 
high-hope individuals should be able to generate reasonable alternative routes to 
achieving the goal and should be flexible in using these.  Pathways thinking should 
become increasingly polished and accurate as the goal pursuit progression heads 
towards the realisation of goals.  Typically there should be a difference in the 
process depending on the trait hope level of that individual i.e. High-hope individuals 
more swiftly adapt their pathways successfully so as to attain their goals when 
compared to low-hope individuals (Snyder, 2002). 
 
Essentially hope is about persevering toward goals and when required, modifying the 
paths in order to accomplish the goals.  If an individual has the potential to control 
the use of alternative pathways that may result in success in achieving goals, then it 
is probable that hope will remain and may possibly even increase.    Hopeful 
employees are usually independent thinkers, who believe that they control the 
outcomes of a particular task.  These individuals are typically creative and 
resourceful and may appear to be risk-takers (Luthans et al., 2007b). Time after time 
higher hope in individuals is related to better results in “academics, athletics, 
physical health, psychological adjustment and psychotherapy” (Snyder, 2002, 
p.249). In the workplace, high levels of hope typically translate into high performing 
work units, greater employee satisfaction and lower levels of turnover (Cooperider & 
Sekerka, 2003).  The same is true for high hope leaders, who usually have more 
gainful work units, enhanced satisfaction and better retention rates among their 
followers, when compared to low hope leaders (Peterson & Luthans, 2003).  Hope is 
also shown to predict a moderate portion of variance in components of well-being 
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(Gallager & Lopez, 2009).  There is great value for organisations in hiring and 
training individuals to have high hope, both in their leaders and their employees.   
 
Research has already demonstrated the positive impact of heightened hope levels 
on various desirable outcomes, however Luthans and Jensen (2002) caution that 
false hope can be harmful.  Still, Snyder (2002) counters the notion of false hope in 
high hope individuals by arguing that even when high hope individuals have positive 
self-evaluations, they tend to adjust their goal prospects based on the conditions 
they are faced with.  He further contends that in the face of failure, high-hopers will 
find an alternative way to achieve their goals as opposed to low-hopers, who 
become almost paralysed by the same circumstances. 
 
2.4.1.2 Optimism 
 
Optimism is the inclination to always seek the best in every circumstance, while 
expecting the most favourable outcomes to arise (Seckinger et al., 2010). It does not 
require that the event is influenced by an individual‟s own actions, but rather it is the 
belief that the situation is likely to turn out reasonably well (Semmer & Meier, 2009).    
Seligman (1998) defines optimism as an explanatory style that attributes positive 
incidents to personal, permanent and all-encompassing sources and interprets 
negative incidents in terms of peripheral, transitory and situation-specific factors.  
Seligman (1998) draws heavily on attribution theory in explaining optimism, whereby 
individuals have to make attributions in any given situation where the outcome is 
uncertain.   
 
Individuals who display high levels of optimism typically employ more problem-
solving strategies in controllable circumstances and more reinterpretation and 
acceptance strategies in less controllable circumstances (Nes & Segersstrom, as 
cited in Semmer & Meier, 2009).  Optimists usually cope with failures better than 
pessimists do (Semmer & Meier, 2009).  In good times, optimists express thanks and 
appreciation to those who contribute to their success, and capitalise on 
opportunities, develop skills and abilities and enhance their chances for future 
successes.  In dire times, optimists are able to sort through the mire, seek out the 
truth, learn from their errors, recognise what they cannot change and make changes 
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to what is under their control (Luthans et al., 2007b).  Optimistic employees are 
assets to organisations because they are likely to deal with the turbulent 
environment and embrace the continuous changes more readily than pessimists 
(Luthans et al., 2007b).  Carr (2004) proposes that optimism is a good predictor of 
performance in certain jobs and sales is one such example. 
 
2.4.1.3 Resilience 
 
In today‟s turbulent business environment, there has never been a greater need for 
employees who have the ability to bounce back from adversity, ambiguity, 
disappointment or failure.  This capacity to bounce back is better known as resilience 
(Sutcliffe & Vogus, 2003; Masten & Reed, 2005; Luthans et al., 2007a).  Masten and 
Reed (2005) suggest that for resilience to be inferred there must be two key 
considerations; (a) that the individual is doing satisfactorily or better than 
satisfactorily when benchmarked against behavioural expectations; and (b) that he / 
she has encountered a challenging situation that has placed good outcomes at risk.  
Similarly, Coutu (2002) adds that resilient people display a resolute acceptance of 
reality; a profound conviction that one‟s existence is meaningful, usually reinforced 
by deeply held values; and the ability to cope with and adjust to considerable 
change. 
 
It is crucial that in order to study resilience, one needs to consider the criteria for 
determining good adaptation, as well as the historical or present incidence of 
threatening conditions that place good adaptation in jeopardy (Masten & Reed, 
2005).  In terms of managing resilience and being resilient, there are numerous 
attributes within both individuals and their environments that may explain why some 
individuals perform better than others in the face of hardship and misfortune.  These 
attributes can be classified into assets, risk factors (Masten & Reed, 2005) and 
values (Couto, 2002). 
 
Resiliency assets refer to calculable characteristics of individuals or their 
circumstances that forecasts superior results for good adaptation, in spite of the 
pending risk factors (Masten & Reed, 2005).  Potential resiliency assets include 
cognitive abilities, disposition, emotional stability, humorousness, conviction and the 
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like (Masten, 2001).  When dealing with adversity, these assets contribute greatly to 
making the individual more resilient.   
 
Resiliency risk factors, on the other hand, refer to quantifiable characteristics of 
individuals or their circumstances that forecast negative outcomes in the future on a 
particular criterion (Masten & Reed, 2005).  An example of a risk factor is an horrific 
workplace accident on the production line where a worker may become injured on 
duty.  This is a stressful experience for the injured employee, the employees 
involved in the accident, as well as the onlookers.   Risk factors are unavoidable; 
however the sheer existence of risk factors does not imply automatic failure or lack 
of resilience.  In essence, risk factors are viewed as a prerequisite for development 
and growth, when suitably identified and managed.  It is suggested that in PsyCap 
resiliency, the assets and risk factors be viewed collectively, as cumulative and 
interactive in nature (Luthans et al., 2007b).     
 
Value systems also direct, shape and make sense of thoughts, emotions and 
behaviours, motivating individuals to overcome current circumstances and 
connecting them to a satisfying future to which they can look forward (Luthans et al., 
2007b).  This would explain the resilience, persistence and tenacity of certain 
individuals in their pursuance of a cause, when they have profound beliefs in their 
purpose. 
 
Resilience is shown to have a positive impact on performance and the bottom line 
(Luthans, Avey, Avolio, Norman & Combs, 2006a).  When faced with adversities and 
setbacks, employees who display resilience show personal growth and increased 
strength (Luthans et al., 2007b).  Fostering resilience in organisations is crucial and 
leadership plays an integral role as research indicates the infectiousness of 
resilience which can be passed down from top management to lower level 
employees (Harland, Harrison, Jones & Reiter-Palmon, 2005). 
 
2.4.1.4 Self-efficacy 
 
Self-efficacy is defined as the probability that people estimate their ability to perform 
at a required level in order to be successful and this leads to acceptance of 
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challenges and being involved with the task (Bandura, 1997).  It further involves the 
mobilisation of the motivation, cognitive resources and courses of action necessary 
to successfully execute a task within a specific context (Luthans et al., 2007a).  It 
also implies that people have a faith in their own capability to manage their 
surroundings and attain personal objectives (Sternberg, 2004).   
 
Self-efficacy motivates people to choose and call for challenges, mustering their 
personal strengths and abilities to meet those challenges.  It heartens and 
invigorates individuals to follow their goals; devoting time, energy and a great deal of 
effort which is necessary to accomplish them.  When faced with hindrances and 
hurdles that may otherwise be grounds for other individuals to give up, self-efficacy 
gives these individuals the momentum they need to continue (Bandura, 1997; 
Luthans et al., 2007b).  Individuals who have high self-efficacy establish lofty goals 
for themselves; self-select into complex tasks and are energised by challenges.  
They are driven, devote the required effort to reach their goals and persist in the face 
of obstacles. These characteristics equip highly efficacious individuals with the 
capacity to develop independently and perform effectively (Luthans et al., 2007b).  In 
addition to this, when individuals are high on self-efficacy they are not affected by 
scepticism, obstacles, repeated failures or doubt (Bandura & Locke, 2003). 
 
Luthans et al. (2007b) highlighted five discoveries which are crucial to a better 
understanding of self-efficacy. 
 Self-efficacy is domain specific, which implies that even when individuals 
display confidence in certain domains of their lives, they may be unsure in 
other domains.  Confidence is not transferable from one domain to another. 
 Self-efficacy is founded on practice or mastery, whereby individuals feel more 
confident doing tasks that they have previously had experience with.  When 
individuals have had no earlier experience with a task, their self-efficacy is 
usually lower.  However, some people do generalise positive experiences 
from one sphere to another, which results in a more positive sense of 
universal self-efficacy. 
 Self-efficacy can be enhanced, so when individuals realise that their skills can 
be improved in a particular domain, it is likely to increase their confidence. 
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 Self-efficacy is influenced by others, because what individuals are told about 
themselves by others shapes their self-evaluations.  When an individual is 
informed that they are likely to succeed, in some instances, this can be 
persuasive in making that individual believe in him / herself.  Vicarious 
modelling can influence others, for the reason that as people watch those that 
are similar to themselves accomplish a task, they believe that they are also 
capable of performing such a task. 
 Self-efficacy is changeable and depends on several factors, of which some 
are under the individual‟s control (e.g. gaining knowledge to accomplish a 
goal), while others are not under their control (e.g. the organisation does not 
have the financial resources to implement a system that the employee 
developed).  Physical and psychological wellbeing can also contribute to self-
efficacy, for example when individuals are healthy and content they are more 
confident than when they are sleep-deprived and rundown. 
 
Bandura (1997) affirms that people with high self-efficacy typically prefer challenging 
activities and persevere in their pursuits to accomplish their goals.  Self-efficacy, 
although not the same thing, relates closely to self-esteem and a person‟s 
confidence in his/her abilities and self-worth, a component of handling emotional 
labour, which is linked to giving good customer service.  Evenson (2007) suggests 
that confidence in one‟s own abilities is valuable in achieving high performance and 
attaining world class customer service. 
 
In light of all the positive information on self- efficacy, it is also necessary to consider 
it more critically.  Sternberg (2004) cautions that despite self-efficacy, certain 
environments can make achieving goals difficult.  For example, an autocratic leader 
or dysfunctional work environment can hinder goal achievement.  However, it is up to 
the organisation and its leaders to foster an environment that nurtures self-efficacy. 
 
2.4.2 Origin of PsyCap 
 
Much of the research on PsyCap can be traced back to the positive psychology 
movement which broadly focussed on two areas in business i.e. POS and POB.  Kim 
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Cameron and colleagues at the University of Michigan conducted research on the 
positive antecedents that lead to optimal work performance and developed the field 
of study which is known as POS.  Whilst Fred Luthans and colleagues at the 
University of Nebraska, working together with the Gallup Research Centre, 
developed the field of study of POB and from this developed the PsyCap construct.  
The four capacities in PsyCap originate from the works of others and will briefly be 
highlighted below (postivepsychologynews.com): 
 Self-efficacy stems from the research of Albert Bandura who conceptualised 
this construct as an individual‟s confidence to meet a particular challenge 
(Bandura, 1997). 
 Hope was based on hope theory by Snyder (1994) who outlined the approach 
to hope as a manner of thinking that involves goals, pathways and agency.  
 Optimism largely comes from Martin Seligman‟s concept of the positive 
explanatory style and also incorporates the forward looking style of Scheier 
and Carver (1985), as cited in Luthans et al. (2007b).  
 Resiliency in the PsyCap construct draws from Ann Masten (2001) and her 
colleagues at the University of Minnesota, who utilised an assets approach by 
identifying abilities, disposition and faith among others as possible assets that 
can contribute to higher resiliency. 
 
2.4.3 Criticisms of and controversies around PsyCap 
 
Luthans et al. (2007b) do not negate the need for some resource sacrifices, such as 
time, energy and financial resources, during the PsyCap development process within 
an organisation.  However, they suggest that these be viewed as investments with 
high potential returns.  Further to this, it has also been highlighted that hope, 
optimism, resilience and efficacy are possibly not the only psychological capacities 
that make up PsyCap and that further research is required to determine which other 
capacities can be added to this construct (Luthans et al., 2007b). 
 
Porter (2011), in personal communications with Fred Luthans and Albert Bandura, 
uncovered that Luthans uses the terms confidence and self-efficacy interchangeably, 
whereas Bandura suggests that they are not the same construct.  When there are 
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problems regarding the definitions of the PsyCap dimensions, then the higher order 
PsyCap construct may also be in question.  As highlighted by Lazarus (2003), 
researchers in positive psychology do not necessarily view these constructs from the 
same frame of reference and therefore have different understandings of the 
constructs. 
 
Little, Gooty and Nelson (2007) mentioned that limited studies have addressed the 
validity and reliability of PsyCap in organisational settings.  This potential limitation 
was addressed by Luthans et al. (2007a) with their research suggesting acceptable 
reliability and also supporting convergent and discriminant validity with other 
constructs, as well as between PsyCap‟s four dimensions.  Further to this, while 
PsyCap is a four-factor structure composed of hope, optimism, resilience and self-
efficacy (Caza, Bagozzi, Woolley, Levy & Caza, 2010; Avey, Wernsing & Luthans, 
2008), not all studies conform to this structure when factor analysed (Du Plessis & 
Barkhuizen, 2012).   
 
2.4.4 Consequences of PsyCap  
 
PsyCap, as well as the psychological capacities of hope, efficacy, resilience and 
optimism, have many positive outcomes for organisations and individuals, with 
research indicating its relationship to performance.    Many studies have highlighted 
a significant positive relationship between PsyCap and performance (Peterson, 
Luthans, Avolio, Waumbwa & Zhang 2011; Avey, Reichard, Luthans & Mhatre, 2011; 
Luthans et al., 2007a; Luthans, Avolio, Walumbwa & Li, 2005; Luthans, Avey, Clapp-
Smith & Li, 2008).  In a number of these studies, no significant differences were 
indicated between subjective (e.g. self-rated, supervisor evaluations) and objective 
(e.g. sales figures, product rejects, financial performance) measures of performance 
(Peterson et al., 2011; Avey et al., 2011; Avey, Nimnicht & Pigeon, 2010).  This 
implies that positive PsyCap is positively related to multiple measures of 
performance. 
 
Avey et al. (2011) propose that individuals higher in PsyCap may be performing at 
higher levels over extensive intervals as they are energised.  The reasoning for this 
is that individuals with higher self-efficacy will put greater effort into their goals, 
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because they believe they can achieve them.  They also have high hope, giving 
them the resolve to achieve goals and the ability to generate several solutions to 
problems, have an optimistic outlook on the outcomes and respond resiliently and 
persist during difficult times.  On the whole, individuals high in PsyCap can be 
expected to display behaviour directed toward accomplishing goals and thereby 
leading to enhanced performance, when compared to individuals low in PsyCap. 
 
Individuals with high levels of PsyCap are likely to produce creative performances, 
thereby making use of and displaying their creative potential (Sweetman, Luthans, 
Avey & Luthans, 2011).  Creativity and innovation are crucial to business success, 
so having employees with high PsyCap levels can be a massive advantage to 
organisations. 
 
The PsyCap of leaders in organisations have been shown to be positively related to 
follower performance, as well as interacting with follower‟s PsyCap levels to 
positively forecast rated performance (Walumbwa, Peterson, Avolio & Hartnell, 
2010).  It is evident from this research that the leader‟s level of psychological capital 
stimulates followers‟ psychological capital, which in turn appears to enhance the 
followers‟ performance. Studies, such as these, highlight the power of enhancing a 
leader‟s psychological capital which may potentially not only increase follower 
PsyCap, but increase follower performance too. In addition to this, the contagion 
effects and upward spirals of PsyCap will yield considerable returns if developed in 
employees or if it trickles down from leaders to followers (Luthans & Avolio, 2003). 
 
PsyCap has been positively related to desirable attitudes such as job satisfaction 
(Avey et al., 2011; Hmieleski & Carr, 2007; Larson & Luthans, 2006; Luthans, 
Vogelgesang & Lester, 2006b), organisational commitment (Avey et al., 2011; 
Larson & Luthans, 2006; Luthans et al., 2006b) and employee wellbeing (Luthans et 
al., 2007b; Avey et al., 2011; Avey, Luthans, Smith & Palmer, 2010).  It is also 
positively related to desirable work behaviours such as organisational citizenship 
behaviours (Avey et al., 2011; Avey, Luthans & Youssef, 2006).  Individuals who are 
high on PsyCap can flexibly and adaptively act with different capacities to meet the 
dynamic demands of their jobs; while PsyCap simultaneously allows them to 
experience heightened levels of competence (Luthans et al., 2007b).   
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PsyCap appears to have a negative relationship with undesirable attitudes, such as 
cynicism (Avey et al., 2011; Avey et al., 2008).  Turnover intentions appear to be low 
when individuals have a positive PsyCap (Avey et al., 2011; Avey, Luthans & 
Jensen, 2009).  It appears that employees with higher PsyCap display decreased job 
search behaviours too, which together with intention to quit are indicators of 
voluntary turnover (Avey et al., 2009). 
 
PsyCap is negatively related to stress and anxiety (Avey et al., 2011; Avey et al., 
2009).  By implication, higher levels of PsyCap tend to indicate that such individuals 
have lower levels of stress and anxiety.  Research indicates that PsyCap may act as 
a buffer to decrease stress symptoms, suggesting that developing PsyCap within 
entrepreneurs may boost their resistance against an assortment of psychological 
stressors that they are confronted with while leading their new-found undertakings 
(Hmieleski & Carr, 2007).  Typically individuals with high PsyCap levels will depend 
on their other capacities to manage stress and deal with its dysfunctions (Avey et al., 
2009).  In addition to this, PsyCap has a negative relationship with undesirable 
workplace behaviours such as deviance (Avey et al., 2011; Avey et al., 2008) and 
absenteeism (Avey, Patera & West, 2006). 
 
2.4.5 Developing PsyCap 
 
In view of the fact that PsyCap is state-like, it can be developed and managed by 
way of workplace interventions and proactive management (Luthans & Youssef, 
2004). The implication of such knowledge for the present study is important, as the 
potential to increase PsyCap may have benefits for the organisations on which the 
study is based.  PsyCap in individuals can be developed and initial interventions 
significantly increased the PsyCap levels of participants (Luthans et al., 2006a; 
Luthans et al., 2007b).  The study by Luthans et al. (2006a) used experiments on 
diverse samples whereby participants‟ PsyCap levels were tested before and after 
introducing a PsyCap intervention (PCI).  An increase in PsyCap was seen for the 
experimental groups, while the control groups‟ PsyCap remained constant, 
illustrating that a PCI can increase PsyCap levels at least in the short term.  
Longitudinal studies are still in progress and providing evidence that effects of a PCI 
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are sustainable could mean great financial improvements for organisations.  Further 
to this, these interventions have shown to positively influence finances and a greater 
return on investment (Luthans et al., 2006a). 
Luthans et al. (2008b) demonstrated this further by developing PsyCap through a 
short web-based PCI.   PCIs have the potential to give organisations a competitive 
advantage, through an economical, practical and efficient provision of training.  
Organisations spend hundreds of thousands of rands on training and development 
each year, but there is not always a worthwhile return on that investment.   By 
investing in PsyCap training, there may be a potential for improved financial 
performance, as a result of employees who have higher levels of hope, optimism, 
self-efficacy and resilience. 
 
Not only has there been evidence to indicate that PsyCap interventions can increase 
PsyCap levels, but also that they can increase performance on the job (Luthans et 
al., 2010).  Human resource development may be able to facilitate organisations, 
their leadership and employees develop greater resilience in the face of rising 
difficulties, more confidence (self-efficacy) in accomplishing job tasks, more optimism 
about the prospects and be more hopeful in achieving goals. Human resources 
divisions can implement programmes that will help organisations take advantage of 
the synergistic effects of PsyCap for enhancing performance in an unstable, dynamic 
environment (Luthans et al., 2010).   
 
2.4.6 Additional empirical studies on PsyCap 
 
Numerous empirical studies have been conducted since the inception of PsyCap; 
researching its relationships with other variables.  To highlight the features of 
PsyCap that have been examined to date, some of these studies are summed up in 
Table 2.4. 
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Table 2.4: Summary of PsyCap empirical studies 
  
Authors Study Major findings 
Abbas & 
Raja (2011) 
The relationship between 
PsyCap and work 
performance, as well as 
PsyCap and stress 
High PsyCap predisposes individuals to 
innovative behaviour and low levels of 
stress. 
Avey, 
Luthans & 
Youssef 
(2006) 
The Additive Value of Positive 
Psychological Capital in 
Predicting Work Attitudes and 
Behaviors.   
There is a negative relationship between 
PsyCap and workplace deviance, as well 
as undesirable attitudes.   
Larson & 
Luthans 
(2006) 
Potential Added Value of 
Psychological Capital in 
Predicting Work Attitudes. 
Positive PsyCap leads to higher 
organisational commitment and higher job 
satisfaction 
Avey, 
Wernsing & 
Luthans 
(2008) 
Can Positive Employees Help 
Positive Organizational 
Change? Impact of 
Psychological Capital and 
Emotions on Relevant 
Attitudes and Behaviors.   
Emotions mediate the relationship 
between PsyCap and attitudes / 
behaviours.  PsyCap is related to positive 
emotions, which lead to organisational 
citizenship behaviours and psychological 
well-being. 
Luthans, 
Avey & 
Patera 
(2008) 
Experimental Analysis of a 
Web-Based Training 
Intervention to Develop 
Positive Psychological Capital 
Results indicated that PsyCap 
significantly increased after a short web-
based intervention. 
Gooty, 
Gavin, 
Johnson, 
Frazier & 
Snow 
(2009) 
In the Eyes of the Beholder: 
Transformational Leadership, 
Positive Psychological Capital, 
and Performance. 
There is a relationship between follower 
perception of transformational leadership 
and positive PsyCap.  There is a positive 
relationship between positive PsyCap and 
outcomes. 
Toor & Ofori 
(2010) 
Positive psychological capital 
as a source of sustainable 
competitive advantage for 
organisations. 
Results indicate a significant positive 
relationship between authenticity and 
PsyCap, as well as the role of PsyCap in 
affirming work outcomes.  The study 
highlights the importance of authenticity in 
leadership. 
Avey, 
Reichard, 
Luthans & 
Mhatre 
(2011) 
Meta-analysis of the impact of 
Positive Psychological Capital 
on Employee Attitudes, 
Behaviors and Performance. 
Positive relationship between PsyCap and 
job satisfaction, organisational 
commitment, psychological well-being.  
There is also a positive relationship 
between OCB and performance.   These 
results were the highest in the United 
States and the highest in the service 
sector. 
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In a meta-analysis of 51 independent samples results indicated significant positive 
relationships between PsyCap and desirable employee attitudes (job satisfaction, 
organisational commitment, psychological well-being), organisational citizenship 
behaviours and performance. The results further showed a significant negative 
relationship between PsyCap and undesirable employee attitudes (cynicism, 
turnover intentions, job stress and anxiety) and employee deviance (Avey et al., 
2011). 
 
Further to this, in their examination of groups from a substantial financial institution, 
Walumbwa, Luthans, Avey and Oke (2009) discovered a significant relationship 
between collective PsyCap and trust with their group-level performance and 
organisational citizenship behaviour. This implies that authentic leadership may 
increase group members‟ PsyCap and trust levels, which consequently influences 
their organisational citizenship behaviours and performance.  
 
PsyCap has also been shown to relate to demographic variables, with older 
employees documenting significantly higher scores on PsyCap than younger 
employees (McMurray, Pirola-Merlo, Sarros, & Islam, 2010).  It is evident from the 
Cetin 
(2011) 
The Effects of Organizational 
Psychological Capital on the 
attitudes of Commitment and 
Satisfaction: A Public Sample 
in Turkey. 
Organisational commitment is positively 
related to hope and optimism.  Job 
satisfaction has a positive relationship 
with resilience, hope and optimism, as 
well as PsyCap.  PsyCap is a significant 
predictor of organisational commitment 
and job satisfaction. 
Peterson, 
Luthans, 
Avolio, 
Waumbwa 
& Zhang 
(2011) 
Psychological Capital and 
Employee Performance: A 
latent growth modelling 
approach.   
Results indicated that a change in 
PsyCap could foretell a change in 
employee performance. The causal model 
suggested that PsyCap influences 
employee performance.  The results also 
implied that PsyCap was changeable. 
Sweetman, 
Luthans, 
Avey & 
Luthans, 
(2011) 
 
Relationship between Positive 
Psychological Capital and 
Creative Performance. 
Results point towards resources being 
significantly related to participants‟ 
performance on the creative exercise. In 
addition to this, the second order 
construct of PsyCap predicted creative 
performance better than each of the four 
PsyCap components.   
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empirical research discussed above that PsyCap is making a significant contribution 
to organisations today.  When PsyCap is carefully cultivated and managed in a way 
that translates into successful performance outcomes, it is likely to support 
organisations in rising to the challenges that face them now and in the foreseeable 
future. 
 
2.5 RELATIONSHIPS BETWEEN VARIABLES IN THE PRESENT STUDY 
 
There is significant evidence that PsyCap strongly relates to organisational 
performance outcomes (Luthans et al., 2005).  In their meta-anaylsis, Avey et al 
(2011) indicate that there is a significant positive relationship between PsyCap and 
OCB, whereby individuals who have positive PsyCap will be more inclined to go the 
extra mile and display helping behaviours aimed at the organisation, other 
employees or both.  This is also highlighted in Walumbwa et al.‟s (2009) study on 
authentic leadership, PsyCap and OCBs.  Further studies focus on organisational 
identification as a moderator of the PsyCap relationship with employee deviance and 
OCBs.  It is evident that employees who have positive PsyCap and strongly identify 
with the organisation are most likely to engage in OCBs, particularly those that 
benefit the organisation, and are least likely to behave deviantly (Norman, Avey, 
Nimnicht & Pigeon, 2010).   
 
Research further indicates a positive relationship between engagement and OCBs 
(Bakker & Demerouti, 2009; Babcock-Roberson & Strickland, 2010; Rurkkhum & 
Bartlett, 2012; Sulea, Virga, Maricutoiu, Schaufeli, Dumitru & Sava, 2012).  This 
suggests that when employees display high levels of vigour, dedication and 
absorption, they are more likely to exhibit extra-role behaviours.  Sulea et al. (2012) 
suggest a possible explanation may be that engagement and OCB are determined 
by intrinsic motivation and the desire to have a positive impact on the work 
environment.  This suggests that fostering engagement will lead to an increase in 
OCBs, thereby benefiting the organisation. 
 
Xanthopoulou et al. (2009), based on their study of work engagement with the 
personal resources of self-efficacy and optimism, suggest a positive relationship 
between PsyCap and work engagement. Herbert (2011) and Hodges (2010) concur 
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with this notion based on research they conducted on engagement and PsyCap.  
Llorens et al. (2007) points to engagement increasing self-efficacy and Bakker et al. 
(2008) further suggest that engaged workers generate their own resources.  This 
suggests a reciprocal relationship between work engagement and PsyCap. 
 
2.6 PROPOSED THEORETICAL MODEL AND PROPOSITIONS 
 
A focus on the development of positive constructs such as psychological capital, 
work engagement and organisational citizenship behaviour might well be 
instrumental in benefitting the customer services industry and customer satisfaction 
in South Africa.  It is anticipated that service consultants who are high on PsyCap 
are more inclined to go the extra mile and display behaviours that will enhance the 
customer‟s experiences.  Research shows that OCBs are likely to have a positive 
effect on customer perceptions of service quality (Castro, Armario & Ruiz, 2004).    
 
In the service industry, employee engagement levels have been found to have 
positive effects on customer satisfaction and productivity (Harter et al., 2002). This is 
particularly important in the service industry, where service representatives have an 
immense impact on customer satisfaction and retention of customers (Castro et al., 
2004).  Based on the discussions emanating from literature, a tentative model for the 
relationship between PsyCap, work engagement and OCB is proposed in Figure 2.2.  
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Figure 2.2: Proposed model of PsyCap, WE and OCB  
 
Based on the brief literature review and proposed model above, propositions were 
formulated and are presented in Table 2.5. 
 
Table 2.5:  Propositions to be tested in the present study  
Proposition 1 
The measuring instruments are portable to the South African 
sample of customer service representatives. 
Proposition 2 
There is a significant relationship between work engagement 
scores and demographic variables 
Proposition 2a 
There is a significant relationship between the scores on the 
dimensions of work engagement and demographic variables 
Proposition 3 
There is a significant relationship between the scores on OCB 
and demographic variables  
Proposition 3a 
There is a significant relationship between the scores on OCB 
dimensions and demographic variables 
Proposition 4 
There is a significant relationship between the scores on 
PsyCap and demographic variables 
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Proposition 4a 
There is a significant relationship between the scores on 
PsyCap dimensions and demographic variables 
Proposition 5 There is a positive relationship between PsyCap and OCB  
Proposition 5a 
There is a positive relationship between PsyCap and the 
dimensions of OCB 
Proposition 5b 
There is a positive relationship between OCB and the 
dimensions of PsyCap 
Proposition 5c 
There is a positive relationship between the OCB dimensions 
and the PsyCap dimensions  
Proposition 6 
There is a positive relationship between PsyCap and 
engagement.   
Proposition 6a 
There is a positive relationship between the PsyCap dimensions 
and engagement. 
Proposition 6b 
There is a positive relationship between the engagement 
dimensions and PsyCap. 
Proposition 6c 
There is a positive relationship between the PsyCap dimensions 
and engagement dimensions. 
Proposition 7 There is a positive relationship between engagement and OCB 
Proposition 7a 
There is a positive relationship between engagement 
dimensions and OCB 
Proposition 7b 
There is a positive relationship between the OCB dimensions 
and engagement 
Proposition 7c 
There is a positive relationship between engagement 
dimensions and the OCB dimensions 
Proposition 8 
OCB can be predicted by means of PsyCap and engagement 
levels 
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Proposition 8a Engagement can be predicted by means of PsyCap levels 
Proposition 8b PsyCap can be predicted by means of Engagement levels 
Proposition 9 
Customer satisfaction can be predicted by OCB, WE and 
PsyCap 
Proposition 10 
PsyCap, work engagement and OCB are factorially independent 
of one another. 
 
These propositions will be tested based on the outcome of the data analyses in 
Chapter 3 and Chapter 4. 
 
2.7 CONCLUSION 
 
When reflecting on the literature discussed in the chapter, it is evident that the 
leaders and employees of today could have an extraordinary impact on the bottom 
line when they are hopeful, efficacious, resilient and optimistic.  By embracing the 
positive psychology movement and more importantly positive organisational 
behaviour and PsyCap, it could greatly assist organisations and their leaders meet 
the challenges of today‟s dynamic, chaotic, competitive global environment.  This is 
particularly necessary in the South African service industry, from which the sample 
for the current study was drawn.  In the following chapter, the methodology utilised in 
this study will briefly be discussed. 
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1   INTRODUCTION 
 
In the preceding chapters, the background and theory surrounding this study were 
delineated, to provide the required understanding of the variables of PsyCap, work 
engagement and OCB.  Based on the literature review a number of propositions 
have been stated, and it is through empirical data analyses that these propositions 
will be accepted or rejected.  In brief, the research was conducted in a positivistic 
paradigm, taking a quantitative approach by way of survey research.  The main aim 
of the study was to gain a better understanding of the relationships between PsyCap, 
engagement and OCBs, as well as to develop and test a model of the relationships, 
based on the theory.  In this chapter the methodology that was utilised in the study, 
including the population and sampling technique, research instruments and the 
statistical analyses is described. 
 
3.2 POPULATION AND SAMPLE 
 
The study was carried out in a national car company that own 28 dealerships in 
Gauteng and the Western Cape.  Further to this, another dealership situated in the 
Western Cape, which forms part of the same parent company, also participated in 
the study.  The nature of these organisations is to sell, service and maintain a range 
of luxury passenger vehicles and a wide variety of multipurpose commercial 
vehicles.  The organisation aims to provide exceptional customer service, as it is the 
customers who are the cornerstone of any business.  Customer service staff, in 
different departments, play a crucial role in the provision of superior service to 
customers and in a car company these frontline employees deal with customers in 
service / repair, sales and parts.  Evenson (2007) suggests that as a customer 
service representative, resilience is one of the most critical qualities to possess as 
the working environment tends to be demanding. This was part of the reason for the 
choice of service representatives in the three departments as the population for this 
study, as one would expect them to meet the aspects discussed in the literature.  In 
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the dealerships of the organisation, there are approximately 500 frontline staff who 
deal with customers on a daily basis. 
 
Based on the premise that 5 respondents per item are conventionally required when 
conducting multivariate statistical analyses, a sample size of approximately 300 was 
aimed for, taking the length of the measuring instruments into consideration.   
Furthermore, this is viewed to be an acceptable sample size to conduct Structural 
Equations Modelling (SEM) and Confirmatory Factor Analysis (CFA).  Approximately 
500 customer service representatives were contacted via electronic mail and in the 
end 276 responses were received, indicating a response rate of approximately 56 
percent.  The demographics of the sample can be viewed in Table 3.1 below. 
 
Table 3.1: Frequency distribution of the demographic variables in the sample 
(N=276) 
DEMOGRAPHIC VARIABLE FREQUENCY PERCENTAGE 
GENDER     
Male 216 78.3 
Female 60 21.7 
POPULATION GROUP     
White 170 61.6 
Black 32 11.6 
Coloured 40 14.5 
Indian 29 10.5 
Other 5 1.8 
AGE     
< 30 years 51 18.5 
30-39 years 108 39.1 
40-49 years 68 24.6 
50-59 years 38 13.8 
60+ years 11 4.0 
  
67 
 
HOME LANGUAGE     
Afrikaans 112 40.6 
English 136 49.3 
Other 28 10.1 
TENURE     
< 2 years 58 21.0 
2-5 years 98 35.5 
6-10 years 63 22.8 
11-15 years 29 10.5 
16+ years 28 10.1 
QUALIFICATION     
Matric 160 58.0 
Diploma 72 26.1 
Degree 11 4.0 
Post Graduate 2 0.7 
Other 31 11.2 
MARITAL STATUS     
Single 47 17.0 
Married 184 66.7 
Divorced 36 13.0 
Widowed 1 0.4 
Co-habitating 8 2.9 
TYPE OF SERVICE CONSULTANT     
Sales 148 53.6 
Service / Repair 81 29.4 
Parts 47 17.0 
           
As can be seen from the above table, the sample was dominated by males (78.3%) 
which may be as a result of the industry in which the study was undertaken.  Further 
to this, the largest portion of the sample was white (61.6%) and a large percentage 
of respondents were married (66.7%). 
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3.3  MEASURING INSTRUMENTS 
 
A composite questionnaire, incorporating three measuring instruments was utilised 
to gather the data for the purpose of this study.  These instruments were the 
Psychological Capital Questionnaire (PCQ), Utrecht Work Engagement Scale 
(UWES) and a modified version of Podsakoff et al.‟s (1990) Organisational 
Citizenship Behaviour Scale (OCBS) used in Bosman‟s (2003) study.  These 
instruments will be outlined below.  However, it should be noted that the researcher 
is aware that the composite scale length could potentially influence responses, 
however each of the instruments are short in duration and therefore this should 
lessen the chances of respondent‟s experiencing fatigue.   
 
3.3.1 Psychological Capital Questionnaire (PCQ) 
 
The PCQ as developed by Luthans, Avolio and Avey (2007) was utilised to measure 
PsyCap levels in customer service staff.   The 24-item instrument uses a 6-point 
Likert response scale ranging from “1” being strongly disagree to “6” being strongly 
agree to determine PsyCap levels, measuring the four dimensions.  The self-efficacy 
subscale was adapted from Parker‟s (1998, cited in Luthans et al. 2007b) work on 
confidence and formed items 1-6. An example of a self-efficacy item is “I feel 
confident presenting information to a group of colleagues.”  The hope subscale 
stems from the work of Snyder et al. (1996) and comprises items 7-12.  “I can think 
of many ways to reach my current work goals” is an example of one of the items in 
this subscale.  Resiliency was adapted from Wagnild and Young (1993) making up 
items 13-18.  An example of a resiliency item is “I usually take stressful things at 
work in stride.”  Optimism is derived from an adaptation of Scheier and Carver‟s 
(1985) work, comprising items19-24.  “I always look on the bright side of things 
regarding my job” is an example of an item in the optimism subscale. PsyCap 
subscales were calculated by adding the scores on a particular subscale and 
dividing the sum by the number of items of the subscale involved, bearing in mind 
that items 13, 20 and 23 are reverse scored.  A similar process was followed to 
determine the total score for PsyCap.  In other words, the PsyCap produces four 
subscale scores and a total score that ranges between 1 and 6 which indicates 
levels of PsyCap.  The closer the score is to six, the higher the individual‟s level of 
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PsyCap.  Podsakoff, MacKenzie, Lee and Podsakoff (2003) indicate that some 
researchers utilise reverse scored items to encourage respondents to engage in 
critical processing of their responses.  This should help eliminate response pattern 
biases. 
 
Luthans et al. (2007a) conducted two studies to determine the psychometric 
properties of the PCQ, using three samples of management students in the first 
study and a sample of engineers and technicians in the second study.  All four 
samples indicated reliability consistently above accepted standards (0.88 and above) 
for the overall PsyCap measure.  The table below summarises the reliability 
coefficients of overall PsyCap and its dimensions for all four samples.   
 
Table 3.2:  Summary of the reliability coefficients from Luthans et al. (2007a) study 
Dimension Sample 1 Sample 2 Sample 3 Sample 4 
Hope 0.72 0.75 0.80 0.76 
Resilience 0.71 0.71 0.66 0.72 
Self-efficacy 0.75 0.84 0.85 0.75 
Optimism 0.74 0.69 0.76 0.79 
Overall PsyCap 0.88 0.89 0.89 0.89 
 
Besides resilience in sample 3 and optimism in sample 2 (highlighted above), all the 
dimensions suggested adequate reliability.  Confirmatory factor analysis was utilised 
to determine the higher-order factor structure for the overall PsyCap measure and 
was supported in both studies with an RMSEA value of 0.046 and 0.048 in the two 
studies, and a Bentler Comparative Fit Index (CFI) of 0.934 and 0.924 respectively.  
In study 1 (sample 2), coefficients were calculated between PsyCap and its 
dimensions as follows: hope (0.82), resiliency (0.75), optimism (0.57) and self-
efficacy (0.79).  Discriminant and convergent validity were supported in both studies. 
 
Permission to utilise this instrument for research was obtained from the developers / 
publishers of the scale.  They indicate that a maximum of five sample items from the 
PCQ may be produced for inclusion in a thesis, and for this reason this instrument is 
not included as an appendix.  The researcher aims to examine the reliability of the 
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PsyCap measuring instrument on a South African sample, as there is currently 
limited research on PsyCap in this country.   
 
3.3.2 The Utrecht Work Engagement Scale (UWES)  
 
The UWES was utilised to measure work engagement.  Psychometric evaluations of 
the self-report questionnaire illustrated satisfactory validity and reliability in a wide 
range of samples (e.g. nurses, dentists, students, academics) in various national 
contexts (e.g. Spain, China, Holland, Italy, South Africa) using different language 
versions (Schaufeli & Bakker, 2003).  Internal consistency of the measuring 
instrument is good, with the Cronbach‟s alphas ranging from 0.80 to 0.90 for the 
scales in a number of studies (Schaufeli & Bakker, 2004; Schaufeli, Taris & Van 
Rhenen, 2003, Schaufeli et al., 2002).   
 
It has been found to have high Cronbach‟s coefficient alphas indicating reliability and 
internal consistency on a South African sample (n=2396) of policemen (Storm & 
Rothman, 2003).  The Storm and Rothman (2003) study confirmed that there was 
equivalence in the scale for different race groups (for all three factors) and that there 
was no evidence of uniform / non-uniform bias for various race groups (Storm & 
Rothman, 2003).   
 
The UWES largely stems from positively rephrased items of the Maslach Burnout 
Inventory and was originally comprised of 24 items (Schaufeli & Bakker, 2003).  After 
psychometric evaluation in two samples of employees and students, 7 items were 
eliminated leaving the 17-item UWES (Schaufeli et al., 2002) which was utilised in 
the present study.  According to Schaufeli and Bakker (2003), the three factor 
structure is shown to be superior to the one-factor model in a number of studies; 
however Sonnentag (2003) did not find a clear three-factor structure using 
exploratory factor analysis.   
  
The 17-item scale measures three factors, namely vigour, dedication and absorption 
on a 7-point Likert response scale where “0” indicates never and “6” indicates always 
(every day).  Vigour consisted of six items and an example of this is “at my work, I 
feel bursting with energy.”  Dedication was composed of five items and “I am 
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enthusiastic about my job” is an example of one such item.  Absorption is composed 
of six items and one such example is “time flies when I‟m working.”   
 
The mean scale score of the three UWES subscales was calculated by adding the 
scores on the particular scale and dividing the sum by the number of items of the 
subscale involved (Schaufeli & Bakker, 2003).  A similar process can be followed to 
determine the total score for engagement.  In other words, the UWES generates 
three subscale scores and an overall score that ranges between 0 and 6 which 
indicates levels of work engagement.  The closer the score is to six, the more 
engaged the individual.  Schaufeli and Bakker (2003) grant permission for free use of 
the UWES for non-commercial scientific research.   
 
3.3.3 Organisational Citizenship Behaviour Scale (OCBS)  
 
OCB was measured by means of a 20-item questionnaire which Bosman (2003) 
adapted from Podsakoff et al., (1990). The original instrument is based on a 
conceptualisation of OCB as developed by Organ (1990) and measures altruism, 
conscientiousness, sportsmanship, courtesy and civic virtue.  Typically, this scale 
would require another party to measure the construct, however in the present study it 
was necessary for the individuals to report on their perceptions of their own OCBs.  
This was also required because of the way in which the data was gathered, which 
was by means of an electronic questionnaire. 
 
The original questionnaire yielded satisfactory psychometric qualities when applied 
to research samples in the United States, with Cronbach‟s coefficients as follows: 
conscientiousness (0.82), sportsmanship (0.85), civic virtue (0.70), courtesy (0.85) 
and altruism (0.85).  However, when applied to a South African sample the items 
only loaded onto two factors after numerous rounds of factor analysis (Bosman, 
2003).  These two factors were named sportsmanship and functional participation, 
demonstrating satisfactory reliability with Cronbach‟s coefficients of 0.79 and 0.91 
respectively (Bosman, 2003).  The 20-item instrument rates employee perceptions of 
their OCBs on a 7-point Likert response scale, where “1” means strongly disagree 
and “7” means strongly agree.  Examples of the items include “I help others who 
have been absent” (altruism); “I do not abuse the rights of others” (courtesy) and “I 
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do not take extra breaks” (conscientiousness).  OCB is calculated by averaging all 
the subscales across all the items, bearing in mind that items 7, 11, 12 and 14 are 
negatively phrased and therefore are reverse scored. 
 
3.3.4 Customer Satisfaction Indices (CSI)  
 
The secondary data on customer satisfaction was provided by dealership 
management.  They receive it on a monthly basis from IPSOS, previously Synovate, 
an independent market research company.  The data collected by this market 
research company is utilised to calculate a customer satisfaction index (CSI) for 
each customer service representative and is obtained via sms or telephonic 
conversation.  The CSI gives an indication of the level of customer satisfaction with 
individuals, departments and branches in the organisation which is expressed as a 
percentage.  As mentioned earlier, only 37 respondents could be matched up with 
their individual CSI and therefore this will form only a small component of the study. 
 
3.4 PROCEDURE 
 
In any study it is necessary that the data gathering and analysis is handled with the 
utmost integrity and care, to ensure the reliability of the research process.  The data 
gathering process and the analysis of the data will be briefly explained in the 
following sections. 
 
3.4.1 Data gathering 
 
Before the study could take place it was necessary to obtain permission from the 
Board of Directors of the one organisation with 28 dealerships and from the Dealer 
Principal of the other organisation.  A document outlining the study was sent to the 
relevant parties and permission to conduct the study was granted.  An example of 
this document can be found in Appendix A.   
 
This descriptive study took the form of a cross-sectional survey design, whereby a 
sample was to be drawn from the population at one time by way of an electronic 
survey.  Before the survey could be administered, it was necessary to do a test run 
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to ensure that the electronic link to the survey was accessible from an external 
server (i.e. participating organisation‟s server).  The link was tested by several 
individuals in a dummy run, to ensure that it worked.  All parties confirmed that the 
link was active and working, that they were only able to submit the questionnaire if 
they had completed all the compulsory questions except for the last one, which was 
voluntary.  These responses were then deleted from the survey database to ensure 
that the database was clear before the actual research began. 
 
The HR department, with the help of the organisation‟s IT specialist, distributed the 
email with the survey link to frontline customer service representatives.  This link was 
incorporated as part of an email explaining the purpose of the study, as well as an 
endorsement from the organisation supporting the study.  The email can be seen in 
Appendix B.  In this introductory email it included the amount of time it would take to 
complete the questionnaire, assurance of confidentiality and anonymity, as well as 
the contact details of the researcher should any of the respondents have queries.  
The composite questionnaire remained exactly the same with consent included in 
the email, and respondents clicking on the link and completing the survey indicating 
they give consent.   
 
Participation was completely voluntary and participants could opt out at any stage of 
the research should they wish to by simply exiting the survey.  Further to this, 
respondents were requested to include their name and surname should they decide 
to add further value to the study by linking these variables to a customer satisfaction 
index.  Once the email with the link to the questionnaire had been sent out, the 
respondents were given a workweek to respond.  However as it was a busy time of 
year and month-end, the survey was extended for a further week and a half to 
increase the response rate.  The human resources director also sent out four 
reminders to the entire population, to encourage participation, highlighting the 
importance of the study.  An example of such a reminder can be found in Appendix 
C.  These reminders seemed to increase the number of responses.   
 
Electronic questionnaires have a number of advantages, one of them being that 
respondents could open the link and complete the questionnaire at a time convenient 
to them.  Being a busy time of the month and year in the industry, it was crucial that 
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respondents were given this flexibility.  Another advantage is that the researcher is 
able to reach a large geographical region without having to be physically present.  
The issue of missing values, incomplete questionnaires and handwriting is no longer 
a concern when using computers.  Although it may take a lot of time to set up the 
questionnaire online, it is quicker in the sense that data is captured directly onto a 
database and the survey can be sent to many people at the same time.  At a time 
when there is a great drive for being „green‟ and „eco-friendly‟, sending a link to an 
electronic questionnaire is a step in the right direction when compared to printing 
hard copies of a questionnaire.   
 
Some of the disadvantages are that one cannot be sure if the email has been 
delivered or received and some people are not comfortable with computer 
technology even when they have experience with computers (Boyer, Olsen & 
Jackson, 2001).  
 
3.4.2 Data analysis 
 
Exploratory and confirmatory factor analysis was used to determine the structure of 
the instruments when used on the South African sample.  Cronbach‟s alpha 
coefficients were calculated for each of the scales and subscales to evaluate the 
internal consistency between the items measuring each construct and to confirm the 
reliability of the measuring instruments. Pearson‟s product-moment correlation 
coefficients were calculated to determine relationships between all the scales and 
the subscales in the present study.  Further to this, standard multiple regression 
analysis was conducted to predict the levels of the identified dependent variable (e.g. 
OCB), by entering all the independent variables (e.g  WE and PsyCap) into the 
regression equation simultaneously (Tabachnick & Fidell, 2007).  Analysis of 
variance (ANOVA) was utilised to calculate the potential influence of demographic 
variables on PsyCap, WE and OCB, as well as their subscales, as suggested for 
interval scales (Malhotra, 2010). This was calculated to determine if these 
demographic variables can account for any significant differences and to learn more 
about the origins of the psychometric variables included in the study.  T-tests were 
used when there were two variables, for example male and female, in the 
comparison.  Furthermore, Scheffé tests were used to make pairwise comparisons of 
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all the treatment means (Malhotra, 2010) and Cohen‟s d were used to indicate the 
relative strength of the relationships. 
 
Structural equation modeling (SEM) was employed to evaluate the relationships 
among the set of variables used in the model proposed in this study.  SEM is a 
multivariate technique combining aspects of multiple regression analysis and factor 
analysis to estimate a series of interrelated dependence relationships simultaneously 
(Hair, Black, Babin, Anderson & Tatham, 2006).  Statistica 10.0 was utilised to 
calculate the descriptive statistics, inferential statistics, Confirmatory Factor Analyses 
(CFA) and SEM.  SPSS 20 was utilised to conduct the Exploratory Factor Analyses 
(EFA). 
 
3.4.3 Determining the appropriate measurement model 
 
In order to analyse the structure and reliability of the measuring instruments utilised 
in the current study, the instruments were revalidated by way of EFA and CFA. The 
subsequent actions were taken during the EFA for each of the constructs measured: 
 
 The Kaiser-Meyer-Olkin (KMO) Measure of Sampling Adequacy and Bartlett‟s 
Test of Sphericity (BTS) was calculated to determine whether EFA was 
feasible.  A KMO value greater than 0.5 (Malhotra, 2010) and a BTS which is 
significant (p<0.05) indicate suitability for factor analysis (Williams, Onsman & 
Brown, 2010). 
 Eigenvalues equalling 1.00 or above were identified.  
 A Scree test was applied to detect “clear breaks” between the Eigenvalues, 
with these breaks suggesting a possible number of factors to extract.  
 Based on the number of factors identified, an Adjusted Principal Factor 
Analysis with an Oblimin rotation was conducted. 
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The following general decision guidelines were applied in appraising the results of 
the EFA carried out: 
 Items which did not load greater than or equal to 0.30 on any factor were 
identified and omitted from the solution; 
 Items loading greater than 0.30 on more than one factor in any solution had to 
be identified too, as a cross-loading.   
o If the difference between the item loadings on the two factors was 
greater than 0.25 the higher loading would be accepted in the solution. 
o If the difference between the two factors on the cross-loading item was 
less than 0.25, the following rule was applied: 
 If one of the items loaded above 0.450 on a factor and the other 
item loaded below 0.350 (considered a marginal loading) but 
with the difference still less than 0.25, the lower loading could be 
omitted from the solution and the higher loading kept 
 In all other cases, the cross-loading items were omitted 
 Omitted items were removed from further analysis. 
 
This procedure was repeated until the items converged satisfactorily on the factors 
and all problematic items had been removed. In order to establish whether or not 
data fit of this new structure was satisfactory; CFA was carried out to examine the fit 
of the measurement model.  Item parcelling, as suggested by Bagozzi and 
Heatherton (1994), was utilised in the CFA when there were a large number of items 
in a factor. 
 
3.4.3.1 PsyCap 
 
CFA was carried out to determine whether or not the original measurement model 
fitted the data of the South African sample.  The RMSEA is an indicator of fit with 
values less than 0.05 considered to be an outstanding fit, a value of 0.08 being a 
conservative fit and an RMSEA of 0.1 or more is often taken to denote a poor fit 
(Byrne, 2008).  The Joreskog GFI and AGFI, NFI, NNFI and CFI should be above 
0.90 to indicate a good fit (Malhotra, 2010).  The results of the CFA on the original 
measurement model can be seen in Table 3.3. 
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Table 3.3: Results of CFA for the original PCQ measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Steiger-Lind RMSEA Index 0.0783 0.0853 0.0924 
McDonald Noncentrality Index 0.3495 0.4083 0.4704 
Population Gamma Index 0.8509 0.8701 0.8883 
Adjusted Population Gamma Index 0.8182 0.8416 0.8638 
Single Sample Fit Indices  Value 
  
Joreskog GFI 0.8171 
  
Joreskog AGFI 0.7769 
  
Akaike Information Criterion 2.9091 
  
Schwarz's Bayesian Criterion 3.6200 
  
Browne-Cudeck Cross Validation Index 2.9483 
  
Independence Model Chi-Square 2563.3298 
  
Independence Model df 276 
  
Bentler-Bonett Normed Fit Index 0.7300 
  
Bentler-Bonett Non-Normed Fit Index 0.7809 
  
Bentler Comparative Fit Index 0.8050 
  
James-Mulaik-Brett Parsimonious Fit Index 0.6507 
  
Bollen's Rho 0.6971 
  
Bollen's Delta 0.8072 
  
 
As shown in the table above, the RMSEA is 0.0853 indicating a conservative model 
fit.  The Joreskog GFI and AGFI and other similar indices are below the 
recommended 0.9 which also points to a mediocre fit.  This suggests that the original 
structure of this measurement model is not suited to the South African sample of 
customer service representatives.  In order to determine a more appropriate factor 
structure for the PsyCap instrument on the current sample, it was necessary to 
conduct an EFA with an Oblimin rotation specifying a four factor-structure as per the 
original instrument, employing a principal axis factoring extraction method.  The 
principal axis extraction method is used when more than one factor is expected from 
the solution i.e. in the PCQ there is an expectation for four factors.  Further to this, 
the oblique rotation is utilised when the dimensions are expected to be correlated 
with one another, as one would expect in this instrument.   
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The first round of factor analysis, presented five Eigenvalues larger than 1.0 which 
are indicators of the possible factors.  The Eigenvalues were 7.415, 1.908, 1.686, 
1.419 and 1.107 respectively.  However, the percentage of variance for factor 5 was 
less than 5% and for this reason a four-factor solution was pursued.  As can be seen 
in Table 3.4, factor 1 is responsible for 30.9% of the total variance explained, with an 
Eigenvalue of 7.415.  Factor 2 and factor 3 respectively account for approximately 
8% and 7% of the total variance, while factor 4 explains 5.91% of the total variance.  
Cumulatively, these four factors explain 51.78% of the total variance.   
 
Table 3.4: Initial Eigenvalues of the PCQ during the first round of EFA 
  Total % of Total Variance Cumulative % 
1 7.415 30.90 30.90 
2 1.908 7.95 38.85 
3 1.686 7.03 45.87 
4 1.419 5.91 51.78 
5 1.107 4.61 56.39 
6 0.978 4.08 60.47 
7 0.919 3.83 64.30 
8 0.819 3.41 67.71 
9 0.810 3.37 71.09 
10 0.735 3.06 74.15 
11 0.695 2.90 77.05 
12 0.670 2.79 79.84 
13 0.629 2.62 82.46 
14 0.548 2.28 84.74 
15 0.480 2.00 86.75 
16 0.451 1.88 88.63 
17 0.425 1.77 90.40 
18 0.414 1.73 92.12 
19 0.391 1.63 93.76 
20 0.371 1.55 95.30 
21 0.342 1.43 96.73 
22 0.281 1.17 97.90 
23 0.258 1.07 98.97 
24 0.247 1.03 100.00 
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As can be seen in Table 3.5, the results of the first round of EFA indicated that items 
1.9 and 1.11 were not satisfactory as they cross-loaded onto factors 1 and 2; and 
factors 2 and 3 respectively. 
 
Table 3.5: Results of the first round of EFA on the PCQ  
Items Factor 1 Factor 2 Factor 3 Factor 4 
1.1 0.474 0.176 0.051 0.086 
1.2 0.715 -0.042 0.038 0.076 
1.3 0.837 -0.132 0.099 -0.01 
1.4 0.703 -0.074 0.136 -0.033 
1.5 0.522 0.128 -0.054 0.048 
1.6 0.530 0.204 -0.049 0.027 
1.7 0.298 0.384 0.01 -0.063 
1.8 0.247 -0.08 0.684 0.048 
1.9 0.336 0.326 0.179 -0.101 
1.10 0.099 -0.037 0.657 0.061 
1.11 0.232 0.397 0.301 -0.042 
1.12 0.039 -0.024 0.645 -0.028 
1.13 -0.039 -0.015 0.125 0.498 
1.14 -0.003 0.496 0.144 0.043 
1.15 -0.108 0.470 0.055 0.005 
1.16 -0.011 0.679 -0.056 0.035 
1.17 0.095 0.571 -0.024 0.039 
1.18 0.182 0.633 0.006 0.005 
1.19 0.124 0.502 0.132 -0.055 
1.20 0.011 0.036 -0.183 0.823 
1.21 -0.04 0.069 0.629 0.081 
1.22 0.039 0.226 0.368 -0.02 
1.23 0.167 -0.006 0.172 0.419 
1.24 -0.1 0.212 0.413 0.022 
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A second round of EFA was carried out, excluding the cross-loading items.  The 
results showed that all the items now loaded satisfactorily onto the factors, as can be 
seen in Table 3.6 below. 
 
Table 3.6: Results of the EFA on the PCQ eliminating items 1.9 and 1.11 
Items Factor 1 Factor 2 Factor 3 Factor 4 
1.1 0.471 0.175 0.054 0.09 
1.2 0.706 -0.043 0.041 0.074 
1.3 0.838 -0.121 0.101 -0.019 
1.4 0.708 -0.068 0.138 -0.046 
1.5 0.525 0.136 -0.046 0.034 
1.6 0.539 0.205 -0.043 0.007 
1.7 0.292 0.354 0.011 -0.03 
1.8 0.247 -0.071 0.680 0.048 
1.10 0.105 -0.031 0.651 0.054 
1.12 0.039 -0.014 0.648 -0.033 
1.13 -0.031 -0.018 0.127 0.447 
1.14 0.001 0.482 0.151 0.049 
1.15 -0.101 0.450 0.061 0.009 
1.16 0.003 0.708 -0.052 0.013 
1.17 0.109 0.574 -0.014 0.017 
1.18 0.192 0.634 0.017 -0.002 
1.19 0.137 0.496 0.137 -0.062 
1.20 -0.013 0.027 -0.232 0.943 
1.21 -0.026 0.077 0.624 0.064 
1.22 0.043 0.213 0.361 -0.006 
1.23 0.161 -0.01 0.179 0.396 
1.24 -0.088 0.216 0.412 0.011 
         
Factor 1 is comprised of items 1-6 which is efficacy.  Factor 2 is made up of items 7, 
as well as 14 – 19 (which reflects most of the resilience items [14-18] as well as 1 
item from hope and 1 item from optimism).  Factor 2 will remain resilience.   Factor 3 
is made up of items 8, 10, 12 (hope) and items 21, 22 and 24 (optimism).  It focuses 
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on achieving goals, being confident, positive and expectant, and therefore factor 3 
will be called hope / expectancy.  Factor 4 is comprised of items 13 (resilience) and 
20, 23 (optimism).  This factor highlights the notion that adversity can be handled 
successfully, which is similar to Carver, Scheier and Segerstrom‟s (2005) notion of 
optimism.  Therefore factor 4 will be referred to as optimism / positivity.  The 
percentage of common variance was calculated for the four factors in the final 
structure and is as follows: Factor 1 is 31.54%, Factor 2 is 27.28%, Factor 3 is 29.10 
% and Factor 4 is 12.08%. 
 
This appears to be a statistically sound structure, and after considering the various 
factors it was concluded that they were all conceptually meaningful when combined 
and deemed interpretable.  For this reason, the new four-factor structure was utilised 
in this study.  The reliability of the new measurement model is discussed in section 
3.5. 
 
It was also necessary to conduct a CFA to estimate the fit of the new measurement 
model, however before this could be done, the researcher deemed it necessary to 
perform item parcelling.  Hall, Snell and Foust (1999) indicate that many researchers 
take advantage of item parcelling in CFA or SEM analyses to deal with the 
challenges of unreliability, sample size and non-normal measured item-level data.   A 
parcel is described as an aggregate-level indicator consisting of the summation (or 
average) of two or more items, responses or actions (Little, Cunningham, Shahar & 
Wildaman, 2002).  Little et al. (2002) point out three main benefits of using item 
parcelling over the original items which include (a) avoiding the false correlations 
which are likely to result because of the approximation with a large number of items, 
(b) solutions from item parcelling are more stable than those from item-level data, 
and (c) specific sources of variance may be shared when using subsets of items 
from a large item pool.  Only when a factor has more than five items loading on it 
was item parcelling utilised.  The parcelling process was as follows: When factor 
loadings were wide-ranging within a factor, the items were bundled highest loading 
with lowest loading and then second highest loading with second lowest loading, and 
so on and so forth.  When factor loadings were comparable and not apparently 
variant, the items were grouped together randomly.  Items were parcelled for the 
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PCQ as can be seen in Table 3.7 below and then used for the CFA, for which the 
results are in Table 3.8. 
 
Table 3.7: Item parcelling for the PCQ  
Factor Dimension Item parcels  
Factor 1 Efficacy [1,3] + [4,5] + [2,6] 
Factor 2 Resilience [7,16] + [15,18] + [14,17,19] 
Factor 3 Hope/expectancy [8,22] + [24,10] + [12,21] 
Factor 4 Optimism/positivity 13 + 20 + 23 (no parcelling) 
 
Table 3.8: CFA for the PCQ new measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Population Noncentrality Parameter 0.1130 0.2068 0.3287 
Steiger-Lind RMSEA Index 0.0485 0.0656 0.0828 
McDonald Noncentrality Index 0.8485 0.9018 0.9451 
Population Gamma Index 0.9481 0.9667 0.9815 
Adjusted Population Gamma Index 0.9156 0.9459 0.9700 
Single Sample Fit Indices  Value 
  
Joreskog GFI 0.9402 
  
Joreskog AGFI 0.9029 
  
Akaike Information Criterion 0.6219 
  
Schwarz's Bayesian Criterion 1.0168 
  
Browne-Cudeck Cross Validation Index 0.6327 
  
Independence Model Chi-Square 1351.3156 
  
Independence Model df 66 
  
Bentler-Bonett Normed Fit Index 0.9178 
  
Bentler-Bonett Non-Normed Fit Index 0.9324 
  
Bentler Comparative Fit Index 0.9510 
  
James-Mulaik-Brett Parsimonious Fit Index 0.6675 
  
Bollen's Rho 0.8870 
  
Bollen's Delta 0.9515 
  
 
As shown in the table above, the RMSEA is 0.0656 indicating a desirable model fit.  
The Joreskog GFI and AGFI and other similar indices are above the recommended 
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0.9 which also points to a satisfactory fit.  This shows that the new structure of this 
measurement model is stable and better suited to the data than the original 
measurement model.  The new measurement model can therefore be used for 
further analysis on the South African sample. 
 
3.4.3.2 Utrecht Work Engagement Scale (UWES) 
 
CFA was carried out to determine the fit of the original measurement model of the 
UWES.  These results can be seen in Table 3.9. 
 
Table 3.9: Results of CFA for the original UWES measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Population Noncentrality Parameter 1.2041 1.4458 1.7150 
Steiger-Lind RMSEA Index 0.1019 0.1116 0.1216 
McDonald Noncentrality Index 0.4242 0.4853 0.5477 
Population Gamma Index 0.8321 0.8546 0.8759 
Adjusted Population Gamma Index 0.7786 0.8083 0.8363 
Single Sample Fit Indices  Value 
  
Joreskog GFI 0.8199 
  
Joreskog AGFI 0.7624 
  
Akaike Information Criterion 1.9620 
  
Schwarz's Bayesian Criterion 2.4491 
  
Browne-Cudeck Cross Validation Index 1.9809 
  
Independence Model Chi-Square 
2540.292
7   
Independence Model df 136 
  
Bentler-Bonett Normed Fit Index 0.8167 
  
Bentler-Bonett Non-Normed Fit Index 0.8294 
  
Bentler Comparative Fit Index 0.8546 
  
James-Mulaik-Brett Parsimonious Fit Index 0.6966 
  
Bollen's Rho 0.7851 
  
Bollen's Delta 0.8557 
  
 
The RMSEA is above 0.1, denoting a poor fit with the data.  As shown in the table 
above, the RMSEA is 0.0853 indicating a conservative model fit.  The Joreskog GFI 
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and AGFI, the NFI, NNFI and CFI are below the recommended 0.9 which also points 
to a poor fit.  This suggests that the original structure of this measurement model is 
not suited to the South African sample of customer service representatives. 
 
With the purpose of determining a more appropriate measurement model, further 
investigation was required to determine the factor structure of the UWES instrument 
based on the current sample.  An EFA was conducted with an Oblimin rotation 
specifying a three-factor structure as per the original instrument.  The initial 
Eigenvalues and the result of the first round of factor analysis are presented in Table 
3.10 and 3.11 respectively.   
 
Table 3.10: Initial Eigenvalues of the UWES  
  Total % of Total Variance Cumulative % 
1 7.784 45.79 45.79 
2 1.536 9.03 54.83 
3 1.111 6.54 61.36 
4 0.799 4.70 66.06 
5 0.78 4.59 70.65 
6 0.649 3.82 74.46 
7 0.619 3.64 78.10 
8 0.595 3.50 81.60 
9 0.498 2.93 84.53 
10 0.452 2.66 87.19 
11 0.409 2.41 89.60 
12 0.394 2.32 91.91 
13 0.37 2.18 94.09 
14 0.323 1.90 95.99 
15 0.264 1.56 97.55 
16 0.231 1.36 98.91 
17 0.186 1.10 100.00 
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Table 3.11: Results of the EFA on the three-factor solution of the UWES 
Items Factor 1 Factor 2 Factor 3 
2.1 0.607 -0.001 0.261 
2.2 0.871 0.024 -0.165 
2.3 0.609 0.056 -0.024 
2.4 0.679 0.051 0.133 
2.5 0.813 0.007 0.038 
2.6 0.129 0.519 0.019 
2.7 0.730 0.170 -0.044 
2.8 0.868 -0.066 0.003 
2.9 0.580 -0.020 0.292 
2.10 0.694 -0.049 -0.037 
2.11 0.296 0.388 0.175 
2.12 0.417 0.253 0.200 
2.13 0.308 0.411 -0.174 
2.14 -0.133 0.720 0.274 
2.15 0.133 0.205 0.620 
2.16 -0.033 0.761 -0.087 
2.17 0.353 0.022 0.400 
               
All the items had factor loadings of above 0.3 and two items cross-loaded, however 
what is of greater importance is that only two items (2.15 and 2.17) loaded onto 
factor 3, with all other loadings on this factor being well below 0.30.  As a general 
rule, there should be three or more items in any single factor and for this reason the 
decision was made to run the same procedure specifying a two-factor solution.   
 
The results of the two-factor solution can be seen in Table 3.12.  
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Table 3.12: Results of an EFA on the UWES two-factor solution  
Items Factor 1 Factor 2 
2.1 0.683 0.065 
2.2 0.847 -0.085 
2.3 0.619 0.012 
2.4 0.728 0.063 
2.5 0.852 -0.033 
2.6 0.125 0.511 
2.7 0.736 0.107 
2.8 0.898 -0.118 
2.9 0.655 0.069 
2.10 0.707 -0.104 
2.11 0.335 0.437 
2.12 0.470 0.303 
2.13 0.279 0.296 
2.14 -0.109 0.852 
2.15 0.296 0.383 
2.16 -0.029 0.652 
2.17 0.451 0.153 
 
As can be seen from the table above, item 2.11 cross-loads, while item 2.13 does 
not load 0.30 or higher on any factor and was therefore deemed problematic.  With 
item 2.12, the loading on factor 2 was deemed marginal as it was below 0.350 while 
the loading of the item on factor 1 was above 0.450, and for this reason the item was 
kept in the next round of analysis, to investigate if it loads satisfactorily onto one 
factor.  The results of another round of EFA can be seen in Table 3.13, excluding the 
aforementioned items. 
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Table 3.13: Results of the EFA on the UWES two-factor solution eliminating items 
2.11 and 2.13 
Items Factor 1 Factor 2 
2.1 0.667 0.099 
2.2 0.848 -0.091 
2.3 0.618 0.013 
2.4 0.723 0.074 
2.5 0.842 -0.016 
2.6 0.145 0.497 
2.7 0.735 0.119 
2.8 0.885 -0.099 
2.9 0.642 0.097 
2.10 0.713 -0.129 
2.12 0.481 0.283 
2.14 -0.112 0.886 
2.15 0.283 0.422 
2.16 0.031 0.558 
2.17 0.438 0.186 
 
As can be seen from the table above, the factors all load satisfactorily above the 
recommended 0.3 onto either of the two factors.  Factor 1, which is responsible for 
63.17% of the contribution towards common variance, contains items 2.1 – 2.5, 2.7 – 
2.10, as well as 2.12 and 2.17.  Five of these items relate to vigour, while four relate 
to dedication and only two relate to absorption.  Combined, these items denote 
purpose, excitement about work, energy and passion.  For this reason, factor 1 has 
been renamed work enthusiasm.   
 
Factor 2, which contributes 36.83% towards common variance, contains items 2.6, 
2.14, 2.15 and 2.16, of which three items relate to absorption and one item relates to 
dedication.  Collectively, these items explain being captivated with work, getting 
carried away when working and being very involved.  For this reason, factor 2 has 
been renamed work immersion.  
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Item parcelling was also used before conducting the CFAs.  The item parcels can be 
seen in Table 3.14 and the CFA results in Table 3.15. 
 
Table 3.14: Item parcelling for the UWES 
Factor Dimension Item parcels  
Factor 1 Work enthusiasm [17,8] + [12,2] + [3,7] + [9,1] + [4,5,10] 
Factor 2 Absorption 6 + 14 + 15 + 16 (no parcelling) 
 
Table 3.15: Results of the CFA for the UWES new measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Population Noncentrality Parameter 0.2328 0.3434 0.4813 
Steiger-Lind RMSEA Index 0.0946 0.1149 0.1361 
McDonald Noncentrality Index 0.7861 0.8422 0.8901 
Population Gamma Index 0.9034 0.9291 0.9508 
Adjusted Population Gamma Index 0.8328 0.8773 0.9149 
Single Sample Fit Indices  Value 
  Joreskog GFI 0.9113 
  Joreskog AGFI 0.8465 
  Akaike Information Criterion 0.5564 
  Schwarz's Bayesian Criterion 0.8065 
  Browne-Cudeck Cross Validation Index 0.5616 
  Independence Model Chi-Square 1459.6702 
  Independence Model df 36 
  Bentler-Bonett Normed Fit Index 0.9212 
  Bentler-Bonett Non-Normed Fit Index 0.9134 
  Bentler Comparative Fit Index 0.9375 
  James-Mulaik-Brett Parsimonious Fit Index 0.6653 
  Bollen's Rho 0.8909 
  Bollen's Delta 0.9379 
   
The RMSEA was above 0.1 and the Joreskog AGFI was below 0.9 denoting a 
mediocre fit.  However, the Joreskog GFI, the Bentler-Bonnett Non-Normed Fit Index 
(NNFI), Bentler-Bonett Normed Fit Index (NFI) and the CFI were above 0.9 which 
points to an acceptable model fit.  The results from the CFA are somewhat mixed 
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and therefore judgement is withheld on the use of this measurement model on the 
South African sample, however the fit is still an improvement on the original model.  
The reliability of the new measurement model is presented in section 3.5. 
 
3.4.3.3 OCB Scale 
 
CFA was carried out to determine the fit of the original measurement model of the 
OCBS.  These results can be seen in Table 3.16. 
 
Table 3.16: Results of CFA for the original OCBS measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Population Noncentrality Parameter 1.0397 1.2741 1.5363 
Steiger-Lind RMSEA Index 0.0806 0.0892 0.0980 
McDonald Noncentrality Index 0.4639 0.5288 0.5946 
Population Gamma Index 0.8668 0.8870 0.9058 
Adjusted Population Gamma Index 0.8252 0.8517 0.8764 
Single Sample Fit Indices  Value 
  
Joreskog GFI 0.8435 
  
Joreskog AGFI 0.7945 
  
Akaike Information Criterion 2.1560 
  
Schwarz's Bayesian Criterion 2.8142 
  
Browne-Cudeck Cross Validation Index 2.1861 
  
Independence Model Chi-Square 3466.0619 
  
Independence Model df 190 
  
Bentler-Bonett Normed Fit Index 0.8578 
  
Bentler-Bonett Non-Normed Fit Index 0.8791 
  
Bentler Comparative Fit Index 0.8984 
  
James-Mulaik-Brett Parsimonious Fit Index 0.7224 
  
Bollen's Rho 0.8311 
  
Bollen's Delta 0.8991 
  
 
As shown in the table above, the RMSEA is 0.0892 indicating a conservative model 
fit.  The Joreskog GFI and AGFI and other similar indices are below the 
recommended 0.9 which also points to an unsatisfactory fit.  This suggests that the 
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original structure of this measurement model is not suited to this sample of customer 
service representatives. 
 
In order to determine a more appropriate measurement model and determine the 
factor structure of the OCB scale used by Bosman (2003), EFA was again employed 
making use of the principal axis factoring extraction method with an Oblimin rotation.  
While the OCB instrument has a five-factor structure, the first round of factor 
analysis, presented three Eigenvalues greater than 1.0 at 9.311, 1.677 and 1.266 
respectively.   
 
Table 3.17: Initial Eigenvalues of the OCBS 
  Total % of Total Variance Cumulative % 
1 9.311 46.56 46.56 
2 1.677 8.39 54.94 
3 1.226 6.13 61.07 
4 0.968 4.84 65.91 
5 0.888 4.44 70.35 
6 0.777 3.88 74.23 
7 0.707 3.53 77.77 
8 0.572 2.86 80.63 
9 0.508 2.54 83.17 
10 0.472 2.36 85.53 
11 0.408 2.04 87.57 
12 0.378 1.89 89.46 
13 0.345 1.73 91.19 
14 0.342 1.71 92.89 
15 0.297 1.49 94.38 
16 0.288 1.44 95.82 
17 0.258 1.29 97.11 
18 0.221 1.11 98.22 
19 0.214 1.07 99.29 
20 0.142 0.71 100.00 
 
As can be seen from the table above factor 1 explains 46.56% of the total variance, 
while factor 2 explains 8.39% and factor 3 explains 6.13%.  Three factors were 
extracted from the OCBS in the EFA as can be seen in Table 3.18. 
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Table 3.18: Results of the EFA on the three-factor solution of the OCBS 
Items Factor 1 Factor 2 Factor 3 
3.1 -0.027 0.084 0.880 
3.2 0.666 -0.041 0.069 
3.3 0.438 0.007 0.341 
3.4 0.433 0.061 0.209 
3.5 0.745 0.052 0.026 
3.6 0.155 0.111 0.613 
3.7 0.119 0.623 0.056 
3.8 0.693 0.057 -0.007 
3.9 0.619 0.050 0.121 
3.10 0.779 0.016 0.047 
3.11 -0.024 0.789 0.121 
3.12 -0.008 0.758 0.076 
3.13 0.464 -0.175 0.050 
3.14 0.222 0.692 -0.090 
3.15 0.617 0.179 -0.078 
3.16 0.682 0.141 -0.112 
3.17 0.832 0.048 -0.063 
3.18 0.410 0.062 0.223 
3.19 0.849 0.095 -0.053 
3.20 0.774 0.116 -0.044 
  
As can be seen from the table above, item 3.3 cross-loaded leaving only two items 
on the third factor.  For this reason the three-factor solution was rejected and a two-
factor solution was specified in the next round of analysis.  The results of this 
analysis can be seen in the table below. 
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Table 3.19: Results of the EFA on the two-factor solution of the OCBS  
 Items Factor 1 Factor 2 
3.1 0.556 -0.001 
3.2 0.705 -0.039 
3.3 0.677 -0.035 
3.4 0.577 0.036 
3.5 0.747 0.063 
3.6 0.575 0.039 
3.7 0.129 0.633 
3.8 0.670 0.073 
3.9 0.694 0.044 
3.10 0.798 0.023 
3.11 0.036 0.779 
3.12 0.013 0.765 
3.13 0.502 -0.181 
3.14 0.119 0.726 
3.15 0.538 0.206 
3.16 0.576 0.175 
3.17 0.762 0.077 
3.18 0.563 0.037 
3.19 0.786 0.123 
3.20 0.719 0.140 
 
Factor 1 is comprised of items 3.1 - 3.6, 3.8 – 3.10, 3.13, 3.15 – 3.20 and contributes 
62.19% to total variance.  These items relate largely to altruism, courtesy, civic virtue 
and conscientiousness.  It points to helpful behaviour directed at the organisation by 
being diligent, punctual and respecting organisation rules.  It also comprises helpful 
behaviour towards individuals in the organisation, by assisting those who have been 
absent or willingly giving of their time to orient others in the organisation.  Further 
than this, it is about being proactive, sharing important information and consulting 
others regarding important decisions.  Factor 1 has been renamed functional 
participation, which is similar to what it was in Bosman‟s (2003) findings. 
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Factor 2 is composed of items 3.7, 3.11, 3.12 and 3.14, the original sportsmanship 
items and contributes 37.81% to total variance.  The name of this factor will remain 
unchanged for the purpose of this study.  Once the factor structure had been 
determined, it was necessary to conduct CFAs making use of item parcelling.  The 
item parcels for the OCBS can be seen in Table 3.20, while the results of the CFA 
are in Table 3.21. 
 
Table 3.20: Item parcelling for the OCBS 
Factor Dimension Item parcels  
Factor 1 
Functional 
participation 
[1-3] + [4-6] + [8-10] + [13,15,16] + [17-20] 
Factor 2 Sportsmanship 7 + 11 + 12 + 14 (no parcelling) 
 
Table 3.21: Results of CFA for the OCBS new measurement model 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Population Noncentrality Parameter 0.0677 0.1399 0.2400 
Steiger-Lind RMSEA Index 0.0510 0.0733 0.0961 
McDonald Noncentrality Index 0.8869 0.9325 0.9667 
Population Gamma Index 0.9494 0.9699 0.9852 
Adjusted Population Gamma Index 0.9124 0.9478 0.9744 
Single Sample Fit Indices  Value 
  Joreskog GFI 0.9505 
  Joreskog AGFI 0.9143 
  Akaike Information Criterion 0.3675 
  Schwarz's Bayesian Criterion 0.6176 
  Browne-Cudeck Cross Validation Index 0.3727 
  Independence Model Chi-Square 1546.6358 
  Independence Model df 36 
  Bentler-Bonett Normed Fit Index 0.9592 
  Bentler-Bonett Non-Normed Fit Index 0.9659 
  Bentler Comparative Fit Index 0.9755 
  James-Mulaik-Brett Parsimonious Fit 
Index 0.6928 
  Bollen's Rho 0.9435 
  Bollen's Delta 0.9756 
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The RMSEA is 0.073 indicating a desirable model fit.  This is supported by the 
Joreskog GFI and AGFI which are above the recommended 0.9, also pointing to a 
satisfactory fit.  The NFI, NNFI and CFI were all above 0.9, therefore indicating a 
desirable fit.  This shows that the new structure of this measurement model is robust 
when used on this particular sample and better suited to the data, when compared to 
the original measurement model.  The reliability for the new measurement model is 
presented in section 3.5 below. 
 
3.5 RELIABILITY 
 
In order to ensure that the measuring instruments would produce consistent results, 
it was necessary to determine the reliability.  This was calculated by looking at the 
Cronbach‟s coefficient alphas for each instrument, as well as the subscales.  Factor 
analysis was employed to establish whether or not all the items in the survey were 
necessary to calculate the total scores or whether removing problematic items would 
improve the reliability (See section 3.4 above).  The PCQ and the UWES lost two 
items each, while the OCBS kept all its items in a two-factor solution.  The factor 
structures were also adapted based on the results of CFA and EFA. 
 
Table 3.22: Reliability of the measuring instruments and their subscales 
ORIGINAL MEASUREMENT MODEL 
USED ON THIS SAMPLE 
ADAPTED MEASUREMENT MODEL 
AS USED IN THE PRESENT STUDY 
Instrument  /  
Subscale 
Cronbach's 
Alpha 
N of 
Items 
Instrument / 
Subscale 
New 
Cronbach's 
Alpha 
N of 
Items 
PsyCap  0.860 24 PsyCap New 0.867 22 
Efficacy 0.83 6 Efficacy  0.83  6 
Hope 0.80 6 Hope/Expe  0.79  6 
Resiliency 0.63 6 Resiliency 0.78 7 
Optimism 0.58 6 Optimism 0.61 3 
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ORIGINAL MEASUREMENT MODEL 
USED ON THIS SAMPLE 
ADAPTED MEASUREMENT MODEL 
AS USED IN THE PRESENT STUDY 
Instrument  /  
Subscale 
Cronbach's 
Alpha 
N of 
Items 
Instrument / 
Subscale 
New 
Cronbach's 
Alpha 
N of 
Items 
WE 0.919 17 WE New 0.912 15 
Vigour 0.84 6 Work 
enthusiasm 
(vigour & 
dedication) 
0.92 11 
Dedication 0.84 5 
Absorption 0.77 6 
Work 
immersion 
(absorption) 
0.72 4 
OCB 0.934 20 OCB New 0.934 20 
Altruism 0.91 4 Functional 
participation 
(altruism, 
courtesy, 
conscientious 
& civic virtue) 
0.93 16 
Courtesy 0.76 4 
Conscientious 0.84 4 
Civic virtue 0.70 4 
Sportsmanship 0.85 4 Sportsmanship 0.83 4 
 
As can be seen from Table 3.22, the internal consistency for the overall scales on 
both the new and original structures are above the recommended lower limit for 
Cronbach‟s alpha of 0.70 (Hair et al., 2006).  Although 0.60 is seen by many 
researchers as adequate in exploratory research only, Malhotra (2010) has indicated 
that this is an acceptable indicator of reliability.  Two of the subscales in the original 
PsyCap instrument are below 0.7 i.e. optimism (0.58) and resiliency (0.61).  
However, with the new measurement model, only optimism is below 0.70.   
 
Below are the tables of the item to total correlations for the new measurement 
models of PsyCap, engagement and OCB, as well as their subscales, demonstrating 
internal consistency of the measures.   Malhotra (2010) indicates that each item 
assesses some feature of the construct measured by the complete scale and 
suggests that items should be constant in what they identify about the 
characteristics.   
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3.5.1 Item-total correlations: PsyCap and subscales 
 
Item to total correlations were calculated for PsyCap and its respective subscales.  
The table below highlights these results for the efficacy subscale. 
 
Table 3.23: Item-total statistics for the Efficacy subscale 
Items 
Scale 
Mean if 
Item 
Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
1.1 25.572 16.326 0.534 0.817 
1.2 25.475 15.959 0.646 0.796 
1.3 25.833 13.892 0.713 0.778 
1.4 25.493 15.036 0.653 0.793 
1.5 25.580 15.197 0.529 0.822 
1.6 25.453 16.700 0.569 0.811 
 
The efficacy subscale has a Cronbach‟s coefficient alpha of 0.83, demonstrating that 
it is a reliable measure.  As can be seen in Table 3.20, if any of the items were 
excluded from the subscale, it would not necessarily improve the internal 
consistency.  This indicates that the items all contribute to the measurement of self-
efficacy in this subscale and that there are no items which are problematic.  Item-
total correlations are between 0.529 and 0.713 signifying a moderate to high 
correlation.  This is indicative of a substantial relationship between these items, 
which hang well together to form the construct of efficacy.  For this reason, the items 
listed in the table will remain in the subscale. 
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Table 3.24: Item-total statistics for the Resilience subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
1.7 29.775 15.026 0.446 0.773 
1.14 29.453 16.845 0.480 0.760 
1.15 29.228 17.253 0.376 0.777 
1.16 29.678 15.012 0.568 0.741 
1.17 29.221 16.362 0.528 0.752 
1.18 29.420 15.408 0.656 0.728 
1.19 29.986 14.618 0.549 0.746 
 
The resilience subscale has a Cronbach‟s coefficient alpha of 0.78, signifying that 
this measure is reliable.  As can be seen in Table 3.21, if any of the items were 
excluded from the subscale, it would not necessarily improve the reliability.  This 
indicates that the items all contribute to the measurement of resilience in this 
subscale and that there are no items which are problematic.  Item-total correlations 
are mostly between 0.446 and 0.656 signifying a moderate correlation.  This is 
indicative of a substantial relationship between these items, which hang well together 
to form the construct.  Although item 1.15 demonstrates a very small correlation at 
0.376, removing the item from the scale does not increase the reliability of the 
construct.  For this reason, all the items listed in the table will remain in the subscale. 
 
Table 3.25: Item-total statistics for the Hope/Expectancy subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
1.8 24.380 12.666 0.668 0.720 
1.10 24.696 13.042 0.578 0.741 
1.12 24.848 13.039 0.545 0.749 
1.21 24.449 13.354 0.610 0.736 
1.22 24.841 13.145 0.421 0.786 
1.24 24.757 14.039 0.427 0.777 
 
The hope/expectancy subscale has a Cronbach‟s coefficient alpha of 0.79, signifying 
that this measure is reliable.  As can be seen in Table 3.22, all the items contribute 
to the reliability of the construct.  This indicates that the items all contribute to the 
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measurement of hope/expectancy in this subscale and that there are no items which 
are problematic.  Item-total correlations are between 0.421 and 0.668 suggesting a 
moderate correlation, which is indicative of a substantial relationship between these 
items.  For this reason, all the items listed in the table will remain in the subscale. 
 
Table 3.26: Item-total statistics for the Optimism subscale 
Items 
Scale 
Mean if 
Item 
Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
1.13 8.207 5.263 0.395 0.535 
1.20 8.493 4.978 0.480 0.407 
1.23 8.185 5.722 0.371 0.565 
 
The optimism/positivity subscale has a Cronbach‟s coefficient alpha of 0.61, 
signifying that this measure is somewhat reliable.  This subscale has the lowest 
reliability of all the subscales, but this may be attributable to the notion that this 
subscale only contains three items.  As the number of items that measure a 
construct increases (i.e. scale items), reliability is also likely to increase (Malhotra, 
2010).  Item-total correlations are between 0.371 and 0.480 signifying a small to 
moderate correlation.  While this is not very high, it demonstrates that there is a 
small relationship between these items.  A reason for this may be that these three 
items were negatively phrased in the questionnaire, and that respondents may be 
uncertain of what this is actually measuring.  As is evident in Table 3.26, excluding 
any of the items from the subscale would not improve the reliability which implies 
that all the items play a part in measuring optimism and therefore all the items listed 
in the table will remain in the subscale. 
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Table 3.27: Item-total statistics for the new PCQ  
Items 
Scale 
Mean if 
Item 
Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
1.1 102.069 136.108 0.540 0.859 
1.2 101.971 136.894 0.547 0.859 
1.3 102.330 132.353 0.581 0.857 
1.4 101.989 134.694 0.554 0.858 
1.5 102.076 135.278 0.461 0.861 
1.6 101.949 138.092 0.516 0.860 
1.7 102.493 135.378 0.450 0.862 
1.8 101.964 134.261 0.640 0.856 
1.10 102.279 135.729 0.552 0.858 
1.12 102.431 137.308 0.459 0.861 
1.13 102.942 139.517 0.234 0.872 
1.14 102.170 140.025 0.462 0.862 
1.15 101.946 143.150 0.275 0.867 
1.16 102.395 137.811 0.436 0.862 
1.17 101.938 139.643 0.460 0.862 
1.18 102.138 136.817 0.583 0.858 
1.19 102.703 134.784 0.509 0.859 
1.20 103.228 142.351 0.157 0.875 
1.21 102.033 137.850 0.513 0.860 
1.22 102.424 136.180 0.430 0.862 
1.23 102.920 134.997 0.404 0.864 
1.24 102.341 139.447 0.389 0.863 
 
The Cronbach‟s coefficient alpha for the new PCQ is 0.867, signifying that this new 
measure is reliable.  Item to total correlations were mostly above 0.40, with three 
items between 0.20 and 0.40 (highlighted in blue), and one item below 0.20 
(highlighted in yellow).  As can be seen in Table 3.27, excluding any of the items 
from the measurement scale would not necessarily substantially increase the 
reliability of the total PCQ.  All the items listed in the table will remain in the 
measurement model of the PCQ. 
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3.5.2 Item-total correlations: UWES and subscales 
 
The work enthusiasm subscale has a Cronbach‟s coefficient of 0.92, demonstrating 
that this is a reliable measure.  As can be seen in Table 3.28, if any of the items 
were excluded from the subscale, it would not necessarily improve the internal 
consistency.  Further to this, a moderate to high item-total correlation can be seen 
for all the items, which is indicative of substantial relationship between these items 
i.e. together these items measure work enthusiasm and make up this construct.  The 
items recorded in the table will remain in the subscale. 
 
Table 3.28: Item-total statistics for the Work Enthusiasm subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
2.1 49.736 75.032 0.694 0.914 
2.2 49.301 74.320 0.757 0.911 
2.3 49.011 78.294 0.604 0.918 
2.4 49.464 74.708 0.733 0.912 
2.5 49.036 75.097 0.790 0.910 
2.7 49.467 74.017 0.767 0.910 
2.8 49.558 71.331 0.785 0.909 
2.9 49.076 77.525 0.676 0.915 
2.10 48.797 79.675 0.617 0.918 
2.12 49.062 78.487 0.614 0.918 
2.17 49.123 80.567 0.522 0.922 
 
The work immersion subscale has a Cronbach‟s coefficient alpha of 0.72, signifying 
that this measure is reliable.  This is somewhat lower than the coefficient alpha of the 
work enthusiasm subscale.  The reason for this may be that work immersion merely 
has four items in the subscale versus eleven items in the work enthusiasm subscale.  
As can be seen in Table 3.29, all the items contribute to the measurement of work 
immersion.  Furthermore, the item to total correlations range between 0.419 and 
0.642 suggesting a moderate correlation, which is indicative of a substantial 
relationship between these items.  All the items listed in the table will remain in the 
subscale. 
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Table 3.29: Item-total statistics for the Work Immersion subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
2.6 12.837 10.944 0.496 0.672 
2.14 12.764 10.021 0.642 0.582 
2.15 12.446 12.473 0.419 0.712 
2.16 13.072 10.089 0.506 0.669 
 
The Cronbach‟s coefficient alpha for the new UWES is 0.912, demonstrating that this 
new measure is reliable.  The item to total statistics for the new UWES can be seen 
in Table 3.30 below.   
 
Table 3.30: Item-total statistics for the new UWES  
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
2.1 66.775 133.462 0.684 0.904 
2.2 66.341 133.440 0.709 0.903 
2.3 66.051 138.063 0.582 0.908 
2.4 66.504 133.153 0.716 0.903 
2.5 66.076 133.969 0.757 0.902 
2.6 67.000 136.262 0.489 0.912 
2.7 66.507 131.749 0.768 0.901 
2.8 66.598 129.769 0.731 0.902 
2.9 66.116 136.867 0.659 0.905 
2.10 65.837 140.624 0.558 0.909 
2.12 66.101 136.906 0.649 0.906 
2.14 66.928 136.387 0.498 0.911 
2.15 66.609 136.915 0.557 0.908 
2.16 67.236 136.552 0.422 0.916 
2.17 66.163 140.144 0.538 0.909 
 
The table above indicates that all item-total correlations were above 0.40 suggesting 
substantial relationships between the items, with five of the items correlating above 
0.70 suggesting strong relationships between the items in the new UWES.  As can 
be seen in Table 3.30, eliminating any of the items from the subscale would not 
increase essentially the reliability of the total new UWES.  All the items listed in the 
table will remain in the measurement model of the UWES. 
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3.5.3 Item-total correlations: OCBS and subscales 
 
Item-total correlations were calculated for the OCBS and its corresponding 
subscales.  Table 3.31 below highlights these results for the functional participation 
subscale. 
 
Table 3.31: Item-total statistics for the Functional Participation subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
3.1 81.344 261.630 0.535 0.930 
3.2 80.572 254.747 0.655 0.927 
3.3 80.870 257.627 0.634 0.928 
3.4 80.518 264.083 0.574 0.929 
3.5 80.826 250.137 0.752 0.925 
3.6 80.786 260.263 0.581 0.929 
3.8 80.949 253.321 0.685 0.926 
3.9 80.620 254.607 0.689 0.926 
3.10 80.899 248.441 0.773 0.924 
3.13 81.750 263.585 0.382 0.935 
3.15 80.833 251.172 0.640 0.928 
3.16 80.630 253.288 0.657 0.927 
3.17 81.040 246.475 0.778 0.924 
3.18 80.877 258.239 0.572 0.929 
3.19 80.880 246.527 0.819 0.923 
3.20 80.572 248.478 0.767 0.924 
 
The functional participation subscale boasts a Cronbach‟s coefficient alpha of 0.93, 
signifying reliability of the measure.  None of the items appeared to be problematic, 
with item-total correlations ranging between 0.572 and 0.819 signifying a moderate 
to high correlation.  Only one of the items correlated below 0.40, however this did not 
affect the reliability of the subscale.  All the items listed in the table will remain in the 
subscale.  This same process was followed for the sportsmanship subscale, for 
which the results can be viewed in Table 3.32. 
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Table 3.32: Item-total statistics for the Sportsmanship subscale 
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
3.7 15.080 24.350 0.652 0.829 
3.11 14.641 22.485 0.717 0.802 
3.12 15.000 23.055 0.704 0.808 
3.14 14.649 23.349 0.700 0.810 
 
The sportsmanship subscale has a Cronbach‟s coefficient alpha of 0.83, 
demonstrating reliability of the measure.  None of the items appeared to be 
problematic, with item-total correlations ranging between 0.652 and 0.717 signifying 
a moderate to high correlation.  All the items included will remain in the subscale.   
 
Table 3.33: Item-total statistics for the new OCBS  
Items 
Scale Mean 
if Item 
Deleted 
Scale 
Variance if 
Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
3.1 101.134 419.978 0.524 0.933 
3.2 100.362 412.457 0.622 0.931 
3.3 100.659 415.469 0.611 0.932 
3.4 100.308 422.745 0.565 0.932 
3.5 100.616 405.387 0.739 0.929 
3.6 100.576 417.961 0.574 0.932 
3.7 101.344 407.048 0.570 0.933 
3.8 100.739 409.124 0.678 0.930 
3.9 100.409 411.079 0.675 0.930 
3.10 100.688 403.612 0.754 0.929 
3.11 100.906 403.606 0.578 0.933 
3.12 101.264 407.272 0.544 0.933 
3.13 101.540 425.449 0.334 0.937 
3.14 100.913 402.771 0.617 0.932 
3.15 100.623 405.065 0.657 0.931 
3.16 100.420 408.288 0.664 0.930 
3.17 100.830 400.884 0.763 0.929 
3.18 100.667 415.750 0.560 0.932 
3.19 100.670 400.229 0.815 0.928 
3.20 100.362 402.596 0.766 0.929 
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All except one item (highlighted in blue) had item-total correlations above 0.50 
suggesting substantial relationships between the items, with five of the items 
correlating above 0.70 suggesting sturdy relationships between the items in the new 
OCBS.  As can be seen in Table 3.33, eliminating any of the items from the 
measurement scale (even item 3.13) would not fundamentally increase the reliability 
of the total new OCBS.  All the items listed in the table will remain in the 
measurement model of the OCBS. 
 
All three of the measuring instruments and their respective subscales are considered 
to be reliable in their new form.   Please take note that the new measurement models 
will be utilised for the remainder of this study.  Any results discussed will refer to the 
new measurement models, unless otherwise stated. 
 
3.6 CONCLUSION 
 
This chapter summarised the research methodology utilised in the study and aimed 
at ensuring that the results obtained from the study would be valid and reliable.  It 
was the objective of the researcher to design the study so as to be as systematic 
and objective as possible.  Further to this, the measurement models were 
investigated and their factor structures determined for the purposes of the current 
study.  The following chapter outlines the results of the present study. 
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CHAPTER 4 
RESULTS 
 
4.1  INTRODUCTION 
 
As stated in Chapter 1, the main aim of this study is to examine the relationships 
between PsyCap, engagement and OCB.  While in the previous chapter the 
research methodology, explaining the design of the study, was discussed, the aim of 
the present chapter is to present the results of the study.  The data received from the 
surveys was downloaded from the NMMU‟s Staff Portal (internal website) into 
Microsoft Excel and analysed in Statistica 10.0 and SPSS 20.  Both descriptive and 
inferential statistics were utilised and these results are presented in tables.  The 
intention is that these results will assist in answering the research questions, by 
addressing the propositions set out in the second chapter. 
 
4.2   PORTABILITY OF THE MEASURING INSTRUMENTS 
 
Based on the results of the EFAs in Chapter 3, it is suggested that all the 
instruments in their original states are not portable to the South African sample of 
customer service representatives.  Although PsyCap remains a four-factor structure, 
several of the items loaded on different factors and two of the items were eliminated 
(Table 3.4 – 3.6).  In the case of PsyCap, the results indicate that the original 
measuring instrument is not directly portable to this particular sample. 
 
The UWES was initially developed as a three factor structure, but in the current 
study, a number of rounds of EFA reduced it to a two-factor structure (Table 3.10 – 
3.13).  Two of the items were also eliminated.  This supports the notion that the 
original instrument is not directly transferable to this sample of South African 
customer service representatives.  Lastly, the OCBS converged onto a two-factor 
structure (Table 3.17 – 3.19), from the five-factor structure as used in Bosman‟s 
(2003) study.  This is indicative that the instrument was not fully portable to the 
specific sample. 
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Further to this, CFAs were conducted at the before starting the EFA process to 
determine the fit of the measurement models and again after the EFA was 
conducted and a new measurement model decided on.  In all instances, the new 
measurement models suggest a better fit with the data. 
 
Proposition 1: The measuring instruments are portable to the South African 
sample of customer service representatives. 
In light of the results in Chapter 3, as highlighted above, the measuring instruments 
are not fully portable to this South African sample of customer service 
representatives.  While the measures can be used, the content should be revisited 
and is not fully portable.  In all cases the structures of the instruments were not 
portable.  Based on these results, judgement on proposition 1 is withheld. 
 
4.3 SURVEY RESULTS 
 
In order to gain a better understanding of the sample, the researcher examined the 
total scores and dimensions for each of the variables and described the responses 
accordingly.  These results are presented in the sections below. 
  
4.3.1 PsyCap: Description of the sample 
 
PsyCap was measured on a rating scale of one to six, with one suggesting a low 
score on PsyCap and six suggesting a high score.  For ease of interpretation, the 
mean scores were calculated and plotted against the scoring key to indicate the level 
of PsyCap, as follows: 
 1.00 – 2.67 = Low score on PsyCap or PsyCap dimension 
 2.68 – 4.33 = Medium score on PsyCap or PsyCap dimension 
 4.34 – 6.00 = High score on PsyCap or PsyCap dimension 
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Table 4.1: Descriptive statistics for scores on PsyCap and its dimensions (N = 276) 
  Mean Median Min. Max. 
Std. 
Dev. 
Skewness Kurtosis 
Efficacy 5.11 5.17 1.00 6.00 0.77 -1.39 3.39 
Resilience 4.92 5.00 1.57 6.00 0.65 -0.96 3.05 
Hope 4.93 5.00 1.17 6.00 0.71 -0.94 2.54 
Optimism 4.15 4.00 1.00 6.00 1.05 -0.38 -0.27 
PsyCap 4.87 4.91 2.27 6.00 0.56 -0.76 1.60 
 
As can be seen in Table 4.1, the mean score for the PsyCap scale (m = 4.87) falls 
into the high range suggesting that, on average, the respondents score high on 
PsyCap.  This is supported by a median of 4.91.  For the most part, the respondents 
have high levels of PsyCap.  Further to this, the mean scores of three of the PsyCap 
dimensions were also high, namely efficacy (m = 5.11), hope (m = 4.93) and 
resilience (m = 4.92).  Optimism (m = 4.15), while relatively high, was in the medium 
range, suggesting that respondents tended to have moderate levels of optimism.  
The PsyCap total, as well as the resilience and hope dimensions suggest that the 
data is very slightly negatively skewed, as it still falls in the -1.00 to +1.00 range, 
which is recommended by Hair et al. (2006).  The efficacy dimension indicates a 
highly skewed negative distribution, as it is less than -1.00. With all the skewness 
coefficients displaying negative signs, it is an indication of a negatively skewed 
distribution, which in this instance means that respondents tended to score on the 
high side. 
 
Table 4.2: Frequency distribution of scores on PsyCap and its dimensions (N = 276) 
  
Efficacy Resilience Hope Optimism PsyCap 
Freq % Freq % Freq % Freq % Freq % 
Low 5 1.8 3 1.1 1 .4 27 9.8 1 .4 
Medium 24 8.7 36 13.0 36 13.0 112 40.6 39 14.1 
High 247 89.5 237 85.9 239 86.6 137 49.6 236 85.5 
Total 276 100.0 276 100.0 276 100.0 276 100.0 276 100.0 
 
The frequency distribution for PsyCap was calculated, as can be seen in Table 4.2.  
More than 85% of the sample scored high on total PsyCap, as well as on the 
dimensions of efficacy, resilience and hope.  When reflecting on optimism, 49.6% of 
respondents scored high while 40.6% of the respondents perceived themselves to 
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have a medium level of PsyCap.  Based on the table above, only a small percentage 
of respondents perceived themselves to have low efficacy, resilience, hope and 
overall PsyCap.  On the dimension of optimism, 9.8% of respondents indicated that 
they were low on this dimension. 
 
4.3.2 Work Engagement: Description of the sample 
 
WE was measured on a rating scale of zero to six, with a score of zero suggesting 
no engagement and a score of six suggesting high engagement.  For ease of 
interpretation, the mean scores were banded into ranges and charted against the 
scoring key below: 
 0.00 – 2.00 = Low score on WE or WE dimension 
 2.01 – 4.00 = Medium score on WE or WE dimension 
 4.01– 6.00 = High score on WE or WE dimension 
 
Descriptive statistics for scores on work engagement and its dimensions are shown 
in Table 4.3.   
 
Table 4.3: Descriptive statistics of scores on WE and its dimensions (N = 276) 
  
Mean Median Min. Max. 
Std. 
Dev. 
Skewness Kurtosis 
Work 
enthusiasm 4.92 5.09 1.09 6.00 0.87 -0.96 0.93 
Work immersion 4.26 4.38 1.00 6.00 1.05 -0.41 -0.22 
WE 4.75 4.87 1.87 6.00 0.83 -0.67 0.09 
 
The table suggests that the average work engagement score tended to be high, with 
a mean of 4.75.  This is supported by a median of 4.87, suggesting that the 
respondents are feeling engaged in their work.  Respondents also had a high score 
for work enthusiasm (m = 4.92), suggesting that these people are excited about 
work, they direct energy towards work and are passionate about what they do.  
Regarding work immersion, respondents scored in the high range for this dimension 
(m = 4.26) too, indicating that they are very involved with and captivated by work.  
While the distribution of responses for work engagement and work enthusiasm are 
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mildly negatively skewed, the distribution for work immersion (although negative) 
appears to be nearer to symmetric, based on the coefficient of skewness.   
 
Table 4.4: Frequency distribution scores on WE and its dimensions (N = 276) 
  
Work enthusiasm Work immersion WE 
Frequency % Frequency % Frequency % 
Low 1 .4 6 2.2 1 .4 
Medium 45 16.3 110 39.9 52 18.8 
High 230 83.3 160 58.0 223 80.8 
Total 276 100.0 276 100.0 276 100.0 
 
Table 4.4 indicates that there are high levels of work engagement (80.8% of the 
sample) as perceived by the respondents, with 83.3% of respondents falling into the 
high category for work enthusiasm.  Regarding work immersion, 58% of respondents 
indicated that they had high levels of work immersion, whilst 39.9% fell into the 
medium category. 
 
4.3.3 OCB: Description of the sample 
 
OCB was measured on a scale of one to seven, with one suggesting demonstrating 
less OCBs and seven suggesting demonstrating a high amount of OCBs.  For ease 
of interpretation, the mean scores were banded into ranges which were plotted 
against the scoring key as follows: 
 1.00 – 3.00 = Low score on OCB or OCB dimension 
 3.01 – 5.00 = Medium score on OCB or OCB dimension 
 5.01– 7.00 = High score on OCB or OCB dimension 
 
Descriptive statistics of the scores on the OCB scale and its dimensions are shown 
in Table 4.5. 
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Table 4.5: Descriptive statistics for scores on OCB and its dimensions (N = 276) 
  Mean Median Min. Max. 
Std. 
Dev. Skewness Kurtosis 
Functional 
Participation 5.39 5.66 1.75 7.00 1.06 -0.76 0.08 
Sportsmanship 4.95 5.00 1.00 7.00 1.57 -0.55 -0.48 
OCB 5.30 5.50 1.60 7.00 1.06 -0.73 0.19 
 
As can be seen in Table 4.5, all the means for OCB (m = 5.30) and functional 
participation (m = 5.39) fall into the high range, whilst sportsmanship (m = 4.95) is in 
the medium score range.  This suggests that the respondents perceive that they 
display high levels of OCB and functional participation during a typical workday in 
their interactions with colleagues and customers, whilst displaying only moderate 
levels of sportsmanship.  Further to this, the distribution of the responses is 
marginally negatively skewed for OCB and its dimensions. 
 
Table 4.6: Frequency distribution for scores on OCB and its dimensions (N = 276) 
  
Functional 
participation 
Sportsmanship OCB 
Frequency % Frequency % Frequency % 
Low 7 2.5 37 13.4 9 3.3 
Medium 77 27.9 102 37.0 82 29.7 
High 192 69.6 137 49.6 185 67.0 
Total 276 100.0 276 100.0 276 100.0 
 
As can be seen in Table 4.6, 67% of respondents appear to have high levels of OCB 
and 69.6% of respondents view themselves as having high functional participation, 
whilst only 49.6% of respondents consider themselves as displaying high levels of 
sportsmanship.  Particularly, sportsmanship needs to be highlighted, as 37% of the 
respondents are in the medium category and 13.4% are in the low category. 
 
In summary, the results as presented above are indicative of respondents tending to 
have high levels of PsyCap, high levels of work engagement and high levels of OCB. 
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4.4  DIFFERENCES BETWEEN DEMOGRAPHIC GROUPS IN THE SAMPLE 
 
The statistical significance of differences was determined by examining variations in 
mean scores of demographic groups, for instance home language and age, based 
on the psychometric variables in the study and their corresponding dimensions.  
Where there were only two categories, a t-test was used to determine whether 
significant differences existed.  However, when there are more than two categories 
present in a demographic group it is necessary to use ANOVA.   
 
Although the ANOVA will highlight that there are significant differences between the 
means, it does not point out where the significant difference lies if there are more 
than two groups (Hair et al. 2007).  For this reason it is necessary to conduct a post 
hoc procedure to identify where the differences are and in this case the Scheffé 
method was used.   
 
Cohen‟s d was also calculated to determine the approximate strength of the 
difference.  A value of 0.30 and above for Cohen‟s d is considered to indicate a small 
practical significance, whereas a value of 0.50 and above indicates a medium 
practical significance and 0.80 and above indicates a large practical significance.   
The scores of all the demographic groups were examined for differences in mean 
scores, but only statistical differences that were found will be presented in this 
section.  The results of ANOVA for the demographic groups of qualification and 
marital status presented no significant differences in the means for any of the 
psychometric variables or dimensions in the study. 
 
Gender is composed of two categories, namely male and female.  The results for the 
t-test based on the scores of the gender groups are presented in Table 4.7.   
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Table 4.7: Results of the t-test for gender differences 
Constructs 
Mean t-
value 
df 
(1) 
p 
Valid N Cohen's 
d F M F M 
PsyCap dimensions             
Efficacy 5.06 5.13 
-
0.6544 
274 0.5134 60 216   
Resilience 4.98 4.91 0.7811 274 0.4354 60 216   
Hope 5.02 4.91 1.0714 274 0.2849 60 216   
Optimism 4.14 4.15 
-
0.0240 
274 0.9808 60 216   
WE dimensions           
Work 
enthusiasm 
4.97 4.91 0.4754 274 0.6349 60 216   
Work 
immersion 
4.56 4.18 2.5427 274 0.0116 60 216 0.37 
OCB dimensions             
Functional 
participation 
5.32 5.41 
-
0.6170 
274 0.5377 60 216   
Sportsmanship 5.00 4.93 0.2691 274 0.7881 60 216   
Variable totals             
PsyCap 4.90 4.86 0.4091 274 0.6828 60 216   
WE 4.86 4.71 1.2192 274 0.2238 60 216   
OCB 5.25 5.32 
-
0.4128 
274 0.6801 60 216   
F = Female; M = Male 
  
 
The p-value for work immersion (absorption) was 0.0116, which is significant as p is 
less than 0.05. This indicates that there is a significant difference for gender on the 
subscale work immersion. To determine the strength of the difference, the Cohen‟s d 
was calculated which indicated a small practical significance of 0.37.  As can be 
seen in Table 4.7 above, women in the sample have a slightly higher mean score for 
immersion than men.   
 
The results for the ANOVA based on the scores of the three home language groups 
are presented in Table 4.8. 
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Table 4.8: ANOVA for Home Language 
Construct 
df 
F-stat p 
(2) 
PsyCap dimensions 
Efficacy 273 2.2179 0.1108 
Resilience 273 1.7688 0.1725 
Hope 273 0.4314 0.6500 
Optimism 273 3.6473 0.0273 
WE dimensions 
Work enthusiasm 273 1.1022 0.3336 
Work immersion 273 2.9031 0.0565 
OCB dimensions 
Functional participation 273 0.9139 0.4022 
Sportsmanship 273 1.2859 0.2781 
Variable totals 
PsyCap 273 2.6871 0.0699 
WE 273 1.6326 0.1973 
OCB 273 0.9036 0.4063 
 
As can be seen in Table 4.8 the p-value for optimism is indicated at 0.0273 
suggesting a significant difference in the means of optimism for respondents with 
different home languages.  Scheffés test was carried out to determine which of the 
language groups differed from each other.  From Table 4.9 below, it is evident that 
there is a significant difference between groups who speak Afrikaans as a home 
language and those who speak a home language other than English or Afrikaans.  
The mean for Afrikaans speaking groups was higher at 4.27 than those who speak 
other languages, with a mean of 3.68.  In this sample, individuals who have 
Afrikaans as a home language are generally more optimistic than those who have 
other home languages.  Cohen‟s d was calculated at 0.58, which shows that this has 
a medium practical significance. 
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Table 4.9: Scheffé Test for Home Language on Optimism 
  Afrikaans English  Means 
Cohen's 
d 
Afrikaans      4.27   
English  0.603103    4.14   
Other  0.027532 0.10582  3.68 0.58 
 
Table 4.10 displays the ANOVA for the demographic variable age. Work 
engagement (p=0.0074) and work enthusiasm (p=0.0006) had p-values of less than 
0.05 indicating statistically significant differences between the means. 
 
Table 4.10: ANOVA for Age 
Construct 
df 
F-stat p 
(4) 
PsyCap dimensions     
Efficacy 271 1.4492 0.2181 
Resilience 271 1.3515 0.2512 
Hope 271 1.6230 0.1687 
Optimism 271 0.7022 0.5911 
WE dimensions       
Work enthusiasm 271 5.0348 0.0006 
Work immersion 271 0.9511 0.4349 
OCB dimensions     
Functional participation 271 1.3201 0.2627 
Sportsmanship 271 2.3570 0.0540 
Variable totals       
PsyCap 271 1.6251 0.1681 
WE 271 3.5662 0.0074 
OCB 271 1.6015 0.1742 
 
A post hoc Scheffé test was calculated and the differences in these age groups for 
work enthusiasm and WE are reflected in Table 4.11 and Table 4.12 below. 
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Table 4.11: Scheffé Test for Age on Work Enthusiasm 
< 30 yrs 
30-39 
yrs
40-49 
yrs
50-59 yrs Means
Cohen's 
d
< 30 yrs 4.95
30-39 yrs 0.6393 4.72
40-49 yrs 0.9995 0.7186 4.91
50-59 yrs 0.1925 0.0015 0.0904 5.40 0.76
60+ yrs 0.8556 0.3728 0.7812 0.9960 5.27  
 
From Table 4.11 above, it is evident that there is a significant difference between 
respondents aged 30-39 years and those aged 50-59 years in terms of work 
enthusiasm (p = 0.0015).  Older respondents (50-59 years) have a higher mean 
score than younger respondents (30-39 years) for work enthusiasm and this has a 
medium practical significance (Cohen‟s d = 0.76).   
 
Table 4.12: Scheffé Test for Age on WE 
  
< 30 
yrs  
30-39 
yrs 
40-49 
yrs 
50-59 
yrs 
Means 
Cohen's 
d 
< 30 yrs          4.79   
30-39 yrs 0.7300       4.60   
40-49 yrs 0.9729 0.9724     4.69   
50-59 yrs 0.4530 0.0191 0.1302   5.13 0.63 
60+ yrs 0.9066 0.5051 0.7235 0.9997 5.07   
 
The same is true for work engagement, as is evident in Table 4.12 below with a p-
value of 0.0191.  The Cohen‟s d of 0.63 suggests that there is medium practical 
significance. 
 
ANOVA was also conducted on tenure with regard to the scales and subscales.  
These results are observable in Table 4.13. 
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Table 4.13: ANOVA for Tenure 
Construct 
df 
F-stat p 
(4) 
PsyCap dimensions     
Efficacy 271 0.9566 0.4318 
Resilience 271 3.2521 0.0126 
Hope 271 1.3922 0.2369 
Optimism 271 1.7022 0.1497 
WE dimensions       
Work enthusiasm 271 1.0203 0.3972 
Work immersion 271 1.3156 0.2644 
OCB dimensions     
Functional participation 271 2.4762 0.0446 
Sportsmanship 271 1.1105 0.3519 
Variable totals       
PsyCap 271 2.8920 0.0227 
WE 271 1.1296 0.3428 
OCB 271 2.3223 0.0571 
 
Resilience (p = 0.0126), PsyCap (p = 0.0227) and functional participation (p = 
0.0446) indicated significant differences in mean scores relating to years of service.  
Further to this a post hoc Scheffé test was conducted for PsyCap total, resilience 
and functional participation to determine where the differences lie regarding tenure.  
These results revealed that there were no detectable significant differences between 
the mean scores of respondents from different tenure categories. 
 
The ANOVA for the demographic variable type of service consultant and the 
psychometric variables in the study is presented in Table 4.14 below.  As is evident 
from the table, PsyCap (p = 0.0208), efficacy (p = 0.0208) and optimism (p = 0.0384) 
all had p-values of less than 0.05 indicating a significant difference in means when 
related to type of service consultant. 
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Table 4.14: ANOVA for Type of Service Consultant 
Construct 
df 
F-stat P 
(2) 
PsyCap dimensions     
Efficacy 273 3.9290 0.0208 
Resilience 273 2.2040 0.1123 
Hope 273 2.3387 0.0984 
Optimism 273 3.2979 0.0384 
WE dimensions       
Work enthusiasm 273 2.3683 0.0956 
Work immersion 273 0.7870 0.4562 
OCB dimensions     
Functional participation 273 0.9740 0.3789 
Sportsmanship 273 0.1020 0.9031 
Variable totals       
PsyCap 273 3.9277 0.0208 
WE 273 2.1441 0.1191 
OCB 273 0.4787 0.6201 
 
Once statistical significance was implied, it was necessary to conduct a post hoc 
Scheffé test on the significant dimensions to determine where the differences lie 
concerning service designation.  These results suggest that that there is no 
detectable significance regarding the mean scores for optimism.  However, the 
results for PsyCap and efficacy point to detectable differences between the scores of 
sales and service / repair consultants and are reflected in Table 4.15 and 4.16 
respectively. 
 
Table 4.15: Scheffé Test for Type of Service Consultant for PsyCap 
  Sales  Service Means Cohen's d 
Sales     4.95   
Service / Repair 0.0209   4.73 0.39 
Parts 0.7570 0.3610 4.88   
 
Table 4.15 suggests that there is a small practical significance indicated by the 
Cohen‟s d of 0.39 for type of service consultant on PsyCap scores.  Sales 
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respondents had a higher mean score (m = 4.95) than service / repair respondents 
(m = 4.73).  Further to this, Table 4.16 indicates a small practical significance 
between the scores of sales respondents and service / repair respondents with a 
Cohen‟s d of 0.42. 
 
Table 4.16: Scheffé Test for Type of Service Consultant for Efficacy 
  Sales  Service Means Cohen's d 
Sales     5.22   
Service 0.0209   4.92 0.42 
Parts 0.6564 0.4458 5.10   
 
The ANOVA for the demographic variable population group and the psychometric 
variables in the study is presented in Table 4.17 below.   
 
Table 4.17: ANOVA for Population Group 
Construct 
df 
F-stat P 
(3) 
PsyCap dimensions     
Efficacy 267 2.2195 0.0862 
Resilience 267 1.3481 0.2592 
Hope 267 0.8551 0.4649 
Optimism 267 4.8049 0.0028 
WE dimensions       
Work enthusiasm 267 1.0480 0.3718 
Work immersion 267 1.8311 0.1418 
OCB dimensions     
Functional participation 267 1.4184 0.2377 
Sportsmanship 267 1.9434 0.1229 
Variable totals       
PsyCap 267 1.7219 0.1628 
WE 267 1.1657 0.3233 
OCB 267 1.7922 0.1490 
 
The results of the ANOVA suggest that there is a significant difference in mean 
scores based on population group for the dimension of optimism.  The result of the 
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Scheffé test indicates that there is a practically significant difference between 
population groups. 
 
Table 4.18: Scheffé Test for Population Group for Optimism 
  White Black Coloured Means Cohen's d 
White       4.33   
Black 0.0664     3.79   
Coloured 0.4253 0.82472   4.03   
Indian 0.0393 0.9957 0.7012683 3.72 0.58 
 
Table 4.18 shows that there is difference in mean scores between the white and 
Indian population groups.  In this instance, the white population group appeared 
more optimistic (m = 4.33) than the Indian population group (m = 3.72). 
 
To summarise the above results, it was found that there are statistically and 
practically significant differences between some of the demographic groups on some 
of the variables of this study and their respective dimensions.  These findings relate 
to proposition 2, 3 and 4 of the study. 
 
Proposition 2: There is a significant relationship between work engagement 
scores and the demographic variables 
There is a moderate practically significant relationship demonstrated between WE 
and age.  Based on the information provided in the tables above (Table 4.10 and 
4.12), it is clear that there is a significant relationship between WE and one of the 
demographic variables.  Based on this notion, the researcher accepted proposition 2.    
 
Proposition 2a: There is a significant relationship between the scores on the 
dimensions of work engagement and demographic variables 
The WE dimension of work enthusiasm has a relationship with age, whereby the 
Cohen‟s d suggests a moderate practical significance.  A small practical significance 
is also present in the relationship between work immersion and gender.  Based on 
these results (Table 4.10 and 4.11), the researcher accepted proposition 2a. 
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Proposition 3: There is a significant relationship between the scores on OCB 
and demographic variables 
As can be seen in the tables in this section, the results do not point to a significant 
relationship between OCB and the demographic variables.  For this reason, the 
researcher rejected proposition 3.  
 
Proposition 3a: There is a significant relationship between the scores on OCB 
dimensions and demographic variables 
Although Table 4.13 indicates that there is a statistical difference between the OCB 
scores on the dimension of functional participation and tenure, the Cohen‟s d shows 
no practical significance.  For this reason, judgement was withheld in proposition 3a. 
 
Proposition 4: There is a significant relationship between the scores on 
PsyCap and demographic variables 
This proposition was accepted, as Tables 4.14 and 4.15 suggest that there are 
moderate practically significant relationships between PsyCap and type of service 
consultant, specifically between sales and service / repair respondents. 
 
Proposition 4a: There is a significant relationship between the scores on 
PsyCap dimensions and demographic variables 
Further to this, the dimensions of PsyCap also illustrated significant relationships 
with the demographic variables.  Two of the relationships demonstrated practical 
significance and this was the relationship between home language and optimism 
(Table 4.9), as well as type of service consultant and efficacy (Table 4.16).  Further 
to this, a significant difference was also uncovered between population group and 
optimism (Table 4.17 and 4.18).  Based on these findings, the researcher accepted 
proposition 4a. 
 
4.5   RELATIONSHIPS BETWEEN THE VARIABLES 
 
It was also necessary to determine if there were relationships between the 
psychometric variables in the study.  Pearson‟s product-moment correlation was 
utilised to calculate the relationships between the total scores for the variables and 
the respective dimension scores for PsyCap, engagement and OCB.   
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It is important to note that when the sample size is large, there may be difficulty 
interpreting the results, as many of the correlations suggest statistical significance.  
In cases such as these, it is necessary to adopt the scale provided by Guilford 
(1956) (as cited in Dannhauser, 2007), which proposes guidelines regarding the cut-
off points that assist in explaining and interpreting the usefulness of the correlations 
among these variables. 
 
Table 4.19:  Scale to explain and interpret correlation coefficients 
Correlation Coefficient Value Explanation 
< 0.20 = < 4% Slight, almost negligible relationship. 
0.20 - 0.40 = 4 - 16% Low correlation.  Definite, but small relationship. 
0.40 - 0.70 = 16 - 49% Moderate correlation.  Substantial relationship. 
0.70 – 0.90 = 49 - 81% High correlation.  Clear, discernible relationship. 
> 0.90 = 81%+ Very high correlation.  Dependable relationship. 
 
With a sample size of 276, large proportions of the results appear to be statistically 
significant and should be interpreted with caution.  For this reason only those 
correlations of 0.20 and above indicating a definite relationship and stronger will be 
discussed.  
 
4.5.1 PsyCap and OCB 
 
Table 4.20 reflects the correlations between scores on OCB and PsyCap scales and 
their respective dimensions based on the results of a Pearson‟s product moment 
correlation calculation.   
 
Table 4.20: Correlations between the dimensions of PsyCap and OCB 
  Efficacy Resilience Hope Optimism PsyCap 
Functional 
participation 
0.24 0.15 0.25 0.10 0.26 
Sportsmanship 0.18 0.03 0.19 0.30 0.22 
OCB 0.24 0.13 0.26 0.17 0.27 
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There appears to be a low correlation (r = 0.27) between OCB and PsyCap 
suggesting a definite but small positive relationship between the variables.  Both 
functional participation (r = 0.26) and sportsmanship (r = 0.22) have a small positive 
relationship with PsyCap, which is suggested by the correlation coefficient being 
between 0.20 and 0.40.  In addition to this, the results in Table 4.18 indicated that 
efficacy (r = 0.24) and hope (r = 0.26) have low correlations with the OCB total score, 
which suggests a small positive relationship between these variables.  Regarding 
relationships between the dimensions of PsyCap and OCB, the table above points to 
low correlations between functional participation and efficacy (r = 0.24) and hope (r = 
0.25), while sportsmanship has a low correlation with optimism (r = 0.30).  The 
common variance between the variables that correlated > 0.20 varied between 4.8% 
and 9%. 
 
To summarise the above results, it was found that there are small relationships 
between PsyCap scores and OCB scores, as well as their dimensions.  These 
findings relate to proposition 5 of the study. 
 
Proposition 5:  There is a positive relationship between PsyCap and OCB  
Based on Table 4.20, there is a small but definite relationship between PsyCap and 
OCB and based on these results, proposition 5 is accepted. 
 
Proposition 5a:  There is a positive relationship between PsyCap and the 
dimensions of OCB  
Table 4.20 suggests that there is a positive relationship, albeit small, between 
PsyCap and both of the OCB dimensions, functional participation and 
sportsmanship.  Proposition 5a is therefore accepted. 
 
Proposition 5b:  There is a positive relationship between OCB and the 
dimensions of PsyCap  
Table 4.20 indicated a small positive relationship between efficacy and OCB, as well 
as hope and OCB.  The other two dimensions, resilience and optimism have 
negligible relationships with OCB, and for this reason the proposition can only be 
partially accepted. 
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Proposition 5c:  There is a positive relationship between the OCB dimensions 
and the PsyCap dimensions 
Regarding relationships between the dimensions of PsyCap and the dimensions of 
OCB, Table 4.20 indicates small relationships between functional participation and 
efficacy, as well as functional participation and hope; while sportsmanship has a 
small relationship with optimism.  The other indices suggest negligible relationships 
or non-existent relationships, which leads the researcher to partially accept 
proposition 5c. 
 
4.5.2 PsyCap and WE 
 
Pearson‟s product moment correlation was also used to determine if there were 
relationships between PsyCap and WE.  These results can be seen in Table 4.21. 
 
Table 4.21: Correlations between the dimensions of PsyCap and WE 
  
Work 
enthusiasm 
Work 
immersion 
WE 
Efficacy 0.54 0.34 0.53 
Resilience 0.49 0.51 0.55 
Hope 0.69 0.42 0.67 
Optimism 0.31 -0.03 0.23 
PsyCap 0.71 0.46 0.70 
 
From the above table, it is clear that there is a high correlation of 0.70 between 
PsyCap and engagement, indicating a substantial relationship between the two 
variables.  Further to this there appears to be a high correlation between PsyCap 
and work enthusiasm (r = 0.71), whereas PsyCap and work immersion have a 
moderate correlation (r = 0.46). 
 
Efficacy has a substantial relationship with work enthusiasm and WE, however the 
relationship with work immersion is small (r = 0.34).  Both resilience and hope have 
moderate correlation with WE and its dimensions, indicating substantial relationships 
between these variables.  Optimism has low correlation with WE and work 
enthusiasm, while there is no correlation between optimism and work immersion.  
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The common variances between the variables where a notable correlation existed 
varied between 9.6% and 50.4%. 
 
Proposition 6: There is a positive relationship between PsyCap and 
engagement.  
As can be seen in Table 4.21, there is a positive correlation between PsyCap and 
engagement, which highlights a substantial positive relationship between the two 
variables.  Proposition 6 is therefore accepted.   
 
Proposition 6a: There is a positive relationship between the PsyCap 
dimensions and engagement.  
Efficacy, hope and resilience have moderate correlations with engagement, while 
optimism has only a low correlation with engagement.  These are indications that 
three of the PsyCap dimensions have a substantial positive relationship with 
engagement, while one of the dimensions has a small positive relationship with 
engagement.  Based on Table 4.21, the researcher accepts proposition 6a. 
 
Proposition 6b: There is a positive relationship between the engagement 
dimensions and PsyCap.  
Table 4.21 suggests that both work enthusiasm (r = 0.71) and work immersion (r = 
0.46) are correlated with PsyCap, indicative of positive relationships between the 
variables. Based on these results, the researcher accepts proposition 6b. 
 
Proposition 6c: There is a positive relationship between the PsyCap 
dimensions and engagement dimensions.  
Barring optimism and work immersion (r = -0.03), all the PsyCap dimensions and 
engagement dimensions demonstrate low to moderate correlations between 0.31 
and 0.69.  While it has been established that some of the PsyCap and engagement 
dimensions have positive relationships, the relationship between optimism and work 
immersion is non-existent.  For this reason, the researcher partially accepted 
proposition 6c. 
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4.5.3 WE and OCB 
 
The results of the Pearson‟s product moment correlation between WE and OCB can 
be found in Table 4.22 below. 
 
Table 4.22: Correlations between WE and OCB 
  
Functional 
participation 
Sportsmanship OCB 
Work 
enthusiasm 
0.33 0.28 0.35 
Work 
immersion 
0.28 0.07 0.25 
WE 0.35 0.24 0.35 
 
The correlation coefficient calculated for WE and OCB is 0.35, which implies that 
although there is a positive relationship, it is a small one.  Barring the negligible 
correlation between work immersion and sportsmanship, all the other dimensions of 
WE and OCB have low correlations.  These are indicative of small positive 
relationships between these dimensions. 
 
Proposition 7:  There is a positive relationship between engagement and OCB 
Table 4.22 suggests a low correlation between engagement and OCB, which is 
indicative of a definite positive relationship between these variables.  The researcher 
accepts proposition 7. 
 
Proposition 7a:  There is a positive relationship between engagement 
dimensions and OCB 
Work enthusiasm and work immersion both have a positive relationship with OCB, 
albeit it a small one.  Proposition 7a is accepted by the researcher. 
 
Proposition 7b:  There is a positive relationship between the OCB dimensions 
and engagement 
Both functional participation and sportsmanship are positively related to 
engagement, which suggests a small definite relationship.  For this reason the 
researcher accepts proposition 7b. 
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Proposition 7c:  There is a positive relationship between engagement 
dimensions and the OCB dimensions 
Small positive relationships between the engagement dimensions and the OCB 
dimensions are evident in Table 4.22.  There is no correlation between work 
immersion and sportsmanship (r = 0.07), which leads the researcher to partially 
accept proposition 7c. 
 
4.6   PREDICTING THE LEVEL OF DEPENDENT VARIABLES 
 
Standard multiple regression was also utilised to determine if any of the predictor 
variables or their dimensions had any predictive power in explaining the variance in 
the dependent variables. 
 
4.6.1 Predictors of OCB 
 
The results of the multiple regression, with OCB as the dependent variable can be 
seen in Table 4.23. 
 
Table 4.23: Results of multiple regression analysis with OCB as the dependent 
variable 
DEPENDENT VARIABLE: OCB  
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     5.45 0.00000 
0.35 0.12 0.12 PsyCap 0.05 0.08 0.68 0.49853 
WE 0.31 0.08 3.93 0.00011 
F(2,273) = 19.241 p <.00000 Std.Error of estimate: 0.99943 
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DEPENDENT VARIABLE: OCB  
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     5.76 0.00000 
0.38 0.14 0.13 
Efficacy 0.11 0.07 1.47 0.14335 
Resilience -0.14 0.07 -1.92 0.05573 
Hope 0.04 0.08 0.53 0.59572 
Optimism 0.09 0.06 1.38 0.16895 
Work 
enthusiasm 
0.22 0.09 2.39 0.01751 
Work 
immersion 
0.15 0.08 1.93 0.05404 
F(6,269)=7.6007 p<.00000 Std.Error of estimate: .99446 
DEPENDENT VARIABLE: OCB  
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     8.96 0.00000 
0.35 0.12 0.12 
Work 
enthusiasm 
0.30 0.07 4.39 0.00002 
Work 
immersion 
0.08 0.07 1.14 0.25558 
F(2,273)=19.190 p<.00000 Std.Error of estimate: .99960     
 
As can be seen from Table 4.23, the multiple regression with PsyCap and WE as the 
predictors of OCB produced an R2=0.12, F(2,273) = 19.241 at p < 0.0000.  This 
model suggests that 12% of the variance in OCB is explained by PsyCap and WE.   
The value of the standardised beta coefficient suggests that work engagement 
makes the strongest unique contribution to explaining OCB, when the variance 
explained by other variables is controlled for.   
 
When the dimensions of PsyCap and the dimensions of engagement were regressed 
onto the dependent variable, the results indicate that work enthusiasm makes the 
greatest contribution to explaining OCB with a p-value of less than 0.05.  
 
In refining this further, only the dimensions of WE were regressed onto OCB.  The 
results indicate that together, work enthusiasm and work immersion explain 12% of 
the variance in OCB.  The beta value for work enthusiasm (β = 0.30) is much higher 
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than the beta value for work immersion (β = 0.08) which suggests that work 
enthusiasm explains more of the variance in OCB than work immersion and 
therefore has more unique predictive value for OCB. 
 
It was also necessary to reflect on whether any of the dimensions of PsyCap and 
WE played a part in predicting the dimensions of OCB.  The regression summary for 
this analysis can be seen in Table 4.24. 
 
Table 4.24: Results of multiple regression analysis with the OCB dimensions as the 
dependent variable 
DEPENDENT VARIABLE: Functional participation (OCB dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     6.03 0.00000 
0.37 0.14 0.12 
Efficacy 0.11 0.07 1.50 0.13532 
Resilience -0.12 0.07 -1.63 0.10426 
Hope 0.05 0.08 0.60 0.54617 
Optimism 0.02 0.06 0.39 0.69980 
Work 
enthusiasm 
0.19 0.09 2.02 0.04416 
Work 
immersion 
0.18 0.08 2.43 0.01595 
F(6,269)=7.0987 p<.00000 Std.Error of estimate: .99694 
DEPENDENT VARIABLE: Sportsmanship (OCB dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     3.12 0.00198 
0.38 0.14 0.12 
Efficacy 0.06 0.07 0.90 0.36920 
Resilience -0.15 0.07 -2.07 0.03905 
Hope 0.01 0.08 0.16 0.87513 
Optimism 0.22 0.06 3.61 0.00036 
Work 
enthusiasm 
0.24 0.09 2.60 0.00995 
Work 
immersion 
0.00 0.08 -0.03 0.97269 
F(6,269)=7.3492 p<.00000 Std.Error of estimate: 1.4725 
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As can be seen from Table 4.24, the multiple regression with all predictor variables 
for functional participation produced an R2=0.14, F(6,269)=7.0987  at p < 0.0000.  
This model suggests that 14% of the variance in functional participation is explained 
by the PsyCap and WE dimensions.   Work immersion and work enthusiasm, 
dimensions of WE, appear to be the two most significant predictors of functional 
participation.   
 
In addition to this, the six predictor variables together significantly explain 14% of the 
variance in sportsmanship.  However, from Table 4.24 it appears that optimism, 
resilience and work enthusiasm are the most significant predictors of sportsmanship.  
Resilience has a negative beta coefficient, which means that a 1 unit standard 
change in resilience is likely to lead to a 0.15 unit standard decrease in 
sportsmanship.  Optimism and work enthusiasm positively predicted sportsmanship. 
 
4.6.2 Predictors of WE 
 
A similar analysis was carried out with WE as the dependent variable, for which the 
results can be seen in Table 4.25. 
 
Table 4.25: Results of multiple regression analysis with WE as the dependent 
variable  
DEPENDENT VARIABLE: Work Engagement 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     -1.19 0.23465 
0.73 0.53 0.53 
Efficacy 0.19 0.05 3.77 0.00020 
Resilience 0.21 0.05 4.12 0.00005 
Hope 0.46 0.05 8.77 0.00000 
Optimism 0.03 0.04 0.75 0.45386 
F(4,271)=77.165 p<0.0000 Std.Error of estimate: .57116     
 
Table 4.25 indicates that efficacy, resilience and hope make unique contributions to 
explaining work engagement whereby the dimensions of PsyCap produced an 
R2=0.53, F(4,271)=77.165 with p<0.0000.  Together, all the dimensions of PsyCap 
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contributed 53% to the variance in work engagement. The beta coefficient suggests 
that hope makes the greatest contribution to the prediction of work engagement.    
 
Multiple regressions were also calculated with the dimensions of PsyCap as 
predictors and the dimensions of work engagement as dependent variables.  The 
results are shown in Table 4.26. 
 
Table 4.26: Results of multiple regression analysis with WE variables as the 
dependent variable 
DEPENDENT VARIABLE: Work Enthusiasm (WE dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     -1.27 0.20440 
0.74 0.55 0.54 
Efficacy 0.21 0.05 4.23 0.00003 
Resilience 0.11 0.05 2.17 0.03075 
Hope 0.50 0.05 9.69 0.00000 
Optimism 0.11 0.04 2.63 0.00906 
F(4,271)=81.530 p<0.0000 Std.Error of estimate: .59039 
DEPENDENT VARIABLE: Work Immersion (WE dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     -0.55 0.57977 
0.56 0.32 0.31 
Efficacy 0.08 0.06 1.37 0.17068 
Resilience 0.38 0.06 6.04 0.00000 
Hope 0.22 0.06 3.49 0.00056 
Optimism -0.16 0.05 -3.04 0.00262 
F(4,271)=31.401 p<0.0000 Std.Error of estimate: .87610 
 
As can be seen from the table above the four dimensions of PsyCap predict 55% of 
the variance in work enthusiasm.  The contribution of hope is particularly significant 
at p < 0.0000, together with a beta value (β = 0.50) which is far higher than the beta 
values for the other dimensions, suggesting that it has a greater role to play in the 
variation in work enthusiasm.   
 
Table 4.26 also suggests that resilience, hope and optimism predict approximately 
32% of the variance in work immersion.  Optimism negatively contributes to work 
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immersion, whereas resilience and hope positively contribute to work immersion.  
When reflecting on Table 4.25 and Table 4.26, it is evident that hope plays a large 
role in predicting work engagement and work enthusiasm.   
 
4.6.3 Predictors of PsyCap 
 
Literature suggests a reciprocal relationship between engagement and PsyCap 
(Llorens et al., 2007; Bakker et al., 2008; Salanova et al., 2011b).  For this reason 
the researcher conducted another multiple regression analysis using WE dimensions 
as the predictor variables in this instance and PsyCap as the dependent variable. 
 
Table 4.27: Results of multiple regression analysis with PsyCap as the dependent 
variable 
DEPENDENT VARIABLE: PsyCap 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     18.85 0.00000 
0.71 0.51 0.50 
Work 
enthusiasm 
0.66 0.05 12.82 0.00000 
Work 
immersion 
0.09 0.05 1.65 0.09987 
F(2,273)=140.04 p<0.0000 Std.Error of estimate: .39209 
 
Table 4.27 suggests the dimension of work enthusiasm makes the greatest single 
prediction of PsyCap.  Approximately 51% of the variance in PsyCap, can be 
explained by means of work enthusiasm and work immersion. 
 
Table 4.28 looks at the predictive power of the work engagement dimensions on 
hope, resilience, efficacy and optimism.    
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Table 4.28: Results of multiple regression analysis with PsyCap variables as the 
dependent variable 
DEPENDENT VARIABLE: Hope (PsyCap dimension)   
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     11.70 0.00000 
0.69 0.46 0.47 
Work 
enthusiasm 
0.67 0.05 12.56 0.00000 
Work 
immersion 
0.04 0.05 0.75 0.45547 
F(2,273)=123.89 p<0.0000 Std.Error of estimate: .51728 
DEPENDENT VARIABLE: Resilience (PsyCap dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     15.44 0.00000 
0.57 0.32 0.31 
Work 
enthusiasm 
0.30 0.06 4.90 0.00000 
Work 
immersion 
0.34 0.06 5.67 0.00000 
F(2,273)=64.193 p<0.0000 Std.Error of estimate: .53846 
DEPENDENT VARIABLE: Efficacy (PsyCap dimension)   
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     11.75 0.00000 
0.54 0.30 0.29 
Work 
enthusiasm 
0.51 0.06 8.30 0.00000 
Work 
immersion 
0.05 0.06 0.89 0.37345 
F(2,273)=57.197 p<0.0000 Std.Error of estimate: .65284 
DEPENDENT VARIABLE: Optimism (PsyCap dimension) 
Independent 
variables 
β 
Std.Err. 
of β 
t(273) p-value R R² 
Adjusted 
R² 
Intercept     7.54 0.00000 
0.39 0.16 0.15 
Work 
enthusiasm 
0.48 0.07 7.07 0.00000 
Work 
immersion 
-0.30 0.07 -4.44 0.00001 
F(2,273)=25.119 p<.00000 Std.Error of estimate: .97228 
 
The results suggest that WE predicts some of the variance in hope (45%), resilience 
(32%), efficacy (28%) and optimism (5%).  Further to this, work enthusiasm and work 
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immersion jointly contribute to 32% of the variance in resilience and only 16% of the 
variance in optimism.  Work enthusiasm significantly contributes to the variance in 
hope (46%) and efficacy (30%). 
 
To summarise the above results, it was found that the psychometric variables in 
some instances, and their dimensions made unique contributions in predicting the 
variance in the other variables (and dimensions) in the study.   These findings relate 
to proposition 8 of the study. 
 
Proposition 8:  OCB can be predicted by means of PsyCap and engagement 
levels 
Based on the multiple regression summaries for the independent variable, OCB 
(Table 4.23), work engagement contributes most to predicting OCB.  PsyCap does 
not appear to make a significant contribution.  Further to this, when looking at the 
dimensions of PsyCap and work engagement (Table 4.24), work enthusiasm 
contributes most to predicting OCB.  For this reason, proposition 8 is only partially 
accepted.  
 
Proposition 8a:  Engagement can be predicted by means of PsyCap levels 
The results of the multiple regression analysis with WE (Table 4.25 and 4.26) as 
dependent variable suggests that WE is predicted significantly by the PsyCap 
dimensions of resilience, hope and optimism.  For this reason, proposition 8a is 
accepted. 
 
Proposition 8b:  PsyCap can be predicted by means of Engagement levels 
The multiple regression summaries in Table 4.27 suggest that work engagement is 
significant in predicting PsyCap, with the dimension of work enthusiasm playing a 
significant part in explaining 51% of the variance.  The results in Table 4.28 suggest 
that some of the variance in hope (46%), resilience (32%), efficacy (30%) and 
optimism (16%) is explained by the dimensions of WE.  Work enthusiasm and work 
immersion jointly contribute to predicting the variance in resilience and optimism, 
while work enthusiasm contributes most of the prediction of the variance in hope and 
efficacy.  Based on the results above, proposition 8b is accepted. 
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4.7 EXPLORATORY INVESTIGATION OF THE RELATIONSHIPS BETWEEN  
THE CSI AND THE PSYCHOMETRIC VARIABLES 
 
In addition to the above variables, the researcher examined the relationships 
between the psychometric variables in the study and CSI, for a subset of the sample.  
This part of the study is merely exploratory research, as the CSI was matched up for 
only 37 respondents in the total sample.  These results are discussed below and 
relate to the smaller sample only. 
 
Table 4.29: Correlations between CSI and other variables in the study (n=37) 
 Variables  CSI 
PsyCap dimensions  
Efficacy 0.28 
Resilience 0.16 
Hope 0.09 
Optimism 0.39 
WE dimensions  
Work enthusiasm 0.23 
Work immersion -0.11 
OCB dimensions  
Functional participation -0.18 
Sportsmanship 0.15 
Variable totals  
PsyCap 0.30 
WE 0.13 
OCB -0.10 
 
As can be seen from the table above, there are a few dimensions and one total 
score that correlated with CSI at a low level.  PsyCap (r = 0.30) has a low correlation 
with CSI, as does two of its dimensions optimism (r = 0.39) and efficacy (r = 0.28).  
Work enthusiasm, a dimension of WE, also displayed a low correlation (r = 0.23) with 
CSI.  Although these correlations are low, they are still indicative of a small but 
definite relationship between these variables. 
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The results of the multiple regression analysis, with CSI as the dependent variable 
can be seen in Table 4.30 below.  The total scores for PsyCap, WE and OCB failed 
to significantly predict any of the variance in the CSI.  However, some of their 
dimensions displayed significant p-values below 0.05 suggesting that these 
dimensions could explain some of the variance in the dependent variable. 
 
Table 4.30:  Results of multiple regression analysis with CSI as the dependent 
variable 
DEPENDENT VARIABLE: CSI         
Independent 
variables 
β 
Std.Err. 
of β 
t(273) 
p-
value 
R R² Adjusted R² 
Intercept     2.18 0.0370 
0.51 0.26 0.17 
Efficacy 0.41 0.22 1.86 0.0728 
Resilience -0.03 0.24 -0.12 0.9031 
Hope -0.21 0.21 -1.02 0.3169 
Optimism 0.44 0.16 2.78 0.0091 
F(4,32)=2.8115 p<.04169 Std.Error of estimate: .13320 
DEPENDENT VARIABLE: CSI         
Independent 
variables 
β 
Std.Err. 
of β 
t(273) 
p-
value 
R R² Adjusted R² 
Intercept     5.02 0.0000 
0.37 0.14 0.09 
Work 
enthusiasm 
0.43 0.19 2.24 0.0317 
Work 
immersion 
-
0.36 
0.19 -1.86 0.0721 
F(2,34)=2.7561 p<.07775 Std.Error of estimate: .13935 
DEPENDENT VARIABLE: CSI     
Independent 
variables 
β 
Std.Err. 
of β 
t(273) 
p-
value 
R R² 
Adjusted 
R² 
Intercept     9.57 0.0000 
0.38 0.15 0.10 
Functional 
participation 
-0.45 0.20 -2.22 0.0331 
Sportsmanship 0.43 0.20 2.12 0.0412 
F(2,34)=2.9038 p<.06850 Std.Error of estimate: .13884 
 
The dimensions of PsyCap contribute 26% towards the variance in CSI, but 
optimism is particularly significant with p = 0.0091.  Work enthusiasm significantly 
contributes towards the variance in CSI (p = 0.0317) and together with work 
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immersion, is responsible for 14% of the variance in CSI.  Both dimensions of OCB 
contribute 15% towards the variance in CSI, with both of these dimensions being 
significant at p<0.05. 
 
Proposition 9: Customer satisfaction can be predicted by OCB, WE and 
PsyCap  
Certain of the dimensions of OCB, WE and PsyCap contributed towards the variance 
in the CSI.  These were functional participation and sportsmanship, work enthusiasm 
and optimism.  Based on these results and the fact that this was a small sample and 
therefore the results are not generalisable, judgement on proposition 9 is withheld. 
 
4.8   PSYCAP AS A HIGHER ORDER FACTOR 
 
In order to determine if the dimensions of PsyCap loaded onto a single higher-order 
construct, a second-order EFA was conducted. The first round of factor analysis, 
presented one Eigenvalue, larger than 1.0, as can be seen in Table 4.31.   
 
Table 4.31: Eigen Values of the second-order EFA on the PsyCap dimensions 
Total Variance Explained 
Component 
Initial Eigenvalues 
Total 
% of 
Variance 
Cumulative 
% 
1 2.130 53.25 53.25 
2 0.899 22.48 75.73 
3 0.508 12.70 88.43 
4 0.463 11.58 100.00 
 
Based on the Eigenvalues, a single factor was extracted and all the dimensions of 
PsyCap loaded satisfactorily onto one factor. 
 
Table 4.32: Results of the second-order EFA on the PsyCap dimensions 
Component Factor 1 
Efficacy .801 
Resilience .784 
Hope .817 
Optimism .453 
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Based on the table above, there is reason to believe that PsyCap is a higher-order 
construct formed by the synergies of efficacy, resilience, hope and optimism. 
 
4.9 TESTING THE MODELS 
 
Based on the literature, the researcher developed a theoretical model which was 
tested by way of structural equations modelling.  Further to this, the researcher also 
developed a statistical model based on results from the study.  The results of the 
model testing can be seen below. 
 
4.9.1 Testing the theoretical model 
 
In order to test the theoretical model, the researcher conducted a structural 
equations model, which suggests that PsyCap leads to work engagement, which in 
turn leads to OCB (Model 1).  The diagram can be seen in Figure 4.1.  
 
 
 
PsyCap     WE     OCB 
 
Figure 4.1:  Diagram of SEM Model 1 
 
The results of the parameter testing to determine model fit using SEM can be seen in 
Table 4.33. 
 
  
0.81 0.37 
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Table 4.33:  Results of SEM for Model 1 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Steiger-Lind RMSEA Index 0.1119 0.1171 0.1224 
McDonald Noncentrality Index 0.0488 0.0630 0.0802 
Population Gamma Index 0.7129 0.7306 0.7482 
Adjusted Population Gamma Index 0.6688 0.6892 0.7095 
Single Sample Fit Indices  Value 
  Joreskog GFI 0.6820 
  Joreskog AGFI 0.6330 
  Akaike Information Criterion 5.8771 
  Schwarz's Bayesian Criterion 6.6934 
  Browne-Cudeck Cross Validation Index 5.9344 
  Independence Model Chi-Square 5146.5562 
  Independence Model df 435 
  Bentler-Bonett Normed Fit Index 0.7101 
  Bentler-Bonett Non-Normed Fit Index 0.7502 
  Bentler Comparative Fit Index 0.7688 
  James-Mulaik-Brett Parsimonious Fit Index 0.6578 
  Bollen's Rho 0.6870 
  Bollen's Delta 0.7701 
   
The RMSEA was above 0.1, while the Joreskog GFI and the Joreskog AGFI were 
below 0.9 denoting a mediocre fit.  The Bentler-Bonnett Non-Normed Fit Index, the 
Bentler-Bonett Normed Fit index and the Bentler Comparative Fit Index were well 
below 0.9 which further supports the mediocre model fit.  It is apparent that based on 
this sample the research cannot support the notion that PsyCap leads to WE, which 
in turn leads to OCB. 
 
4.9.2 Testing the statistical model 
 
Based on the correlations and multiple regressions, the researcher developed a 
statistical model suggesting that the dimensions of PsyCap could possibly enhance 
the dimensions of work engagement (Model 2 in Figure 4.2) and the results of the 
SEM to test the model is presented in Table 4.34.   
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Figure 4.2:  Diagram of proposed statistical model including the correlation 
coefficients 
 
Table 4.34:  Results of SEM for Model 2 
Noncentrality Fit Indices  
Lower 
90% 
Conf. 
Bound 
Point 
Estimate 
Upper 
90% 
Conf. 
Bound 
Steiger-Lind RMSEA Index 0.0572 0.0661 0.0751 
McDonald Noncentrality Index 0.6125 0.6837 0.7526 
Population Gamma Index 0.9146 0.9325 0.9486 
Adjusted Population Gamma Index 0.8866 0.9103 0.9318 
Single Sample Fit Indices  Value 
  Joreskog GFI 0.8829 
  Joreskog AGFI 0.8445 
  Akaike Information Criterion 1.7927 
  Schwarz's Bayesian Criterion 2.5431 
  Browne-Cudeck Cross Validation Index 1.8288 
  Independence Model Chi-Square 3231.4140 
  Independence Model df 210 
  Bentler-Bonett Normed Fit Index 0.8827 
  Bentler-Bonett Non-Normed Fit Index 0.9179 
  Bentler Comparative Fit Index 0.9322 
  James-Mulaik-Brett Parsimonious Fit 
Index 0.7314 
  Bollen's Rho 0.8584 
  Bollen's Delta 0.9328 
   
Efficacy
Work enthusiasm
Resilience
Hope
Work immersion
Optimism
0.56
0.51
-0.03
0.54
0.69
0.34
0.49
0.42
0.31
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The RMSEA is 0.0661 indicating a promising to good model fit.  This is supported by 
the Joreskog GFI and AGFI which are close to the recommended 0.9, also pointing 
to a reasonable fit.  The Bentler-Bonnett Non-Normed Fit Index was 0.8827 (close to 
0.9), whilst the Bentler-Bonett Normed Fit index and the Bentler Comparative Fit 
Index were above the recommended 0.9 suggesting a respectable model fit.  This 
implies that the model has some value on this particular South African sample in 
predicting the dimensions of WE, by utilising the dimensions of PsyCap.  The model 
diagram can be seen in Figure 4.3 below. 
 
 
 
Figure 4.3:  Diagram of SEM Model 2 with significant path coefficients 
 
The results suggested that the path coefficients were not significant in all instances, 
so for this reason only the significant path coefficients in the SEM are pointed out in 
Figure 4.3.  The diagram arrows and path coefficients propose that efficacy and 
hope significantly influence work enthusiasm, whilst resilience and optimism 
significantly influence work immersion.  Further to this, the model points out that 
work enthusiasm may influence work immersion.   
 
  
Efficacy
Work enthusiasm
Resilience
Hope
Work immersion
Optimism
0.72
0.46
-0.33
0.21
0.56
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4.10 FACTORIAL INDEPENDENCE OF THE THREE INSTRUMENTS 
 
The factorial independence of both the new and the original instruments were 
analysed.  These results are found in the sections below. 
 
4.10.1 New Measurement Models 
 
In order to determine if the factors within the three instruments used in this study are 
independent of one another, a second order Exploratory Factor Analysis (EFA) was 
conducted using the new factor scores. Before EFAs could be conducted, the KMO 
was calculated and at a value of 0.753 indicated that factor analysis was possible in 
this instance.  A principal axis factoring extraction method with a Direct Oblimin 
rotation was utilised to confirm the factor structures, as the researcher expected 
three factors.    The first round of factor analysis presented three Eigenvalues larger 
than 1.0 which are indicators of the possible factors.  The Eigenvalues were 3.388, 
1.435 and 1.037 respectively, as can be seen in Table 4.35, and the results of the 
second-order EFA in Table 4.36.   
  
Table 4.35: Initial Eigenvalues of the second-order EFA  
Total Variance Explained 
Component 
Initial Eigenvalues 
Total % of Variance Cumulative % 
1 3.388 42.35 42.35 
2 1.435 17.94 60.28 
3 1.037 12.96 73.24 
4 .585 7.31 80.55 
5 .511 6.39 86.94 
6 .444 5.55 92.49 
7 .357 4.46 96.96 
8 .243 3.04 100.00 
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Table 4.36: Results of the 2nd order EFA with the new dimensions  
Dimensions Factor 1 Factor 2 Factor 3 
PsyCap dimensions    
Efficacy .621 .029 .150 
Resilience .737 -.108 -.046 
Hope .737 .012 .170 
Optimism .178 .090 .519 
WE dmensions    
Work enthusiasm .777 .131 .111 
Work immersion .683 .107 -.427 
OCB dimensions    
Functional participation .096 .716 -.141 
Sportsmanship -.121 .861 .192 
 
As indicated in the table above, three of the dimensions for PsyCap (efficacy, 
resilience and hope) and both dimensions of work engagement (work enthusiasm 
and work immersion) load onto factor 1.  Optimism, one of the dimensions of PsyCap 
loads independently onto factor 3.  Functional participation and sportsmanship, 
dimensions of OCB load onto a factor 2 separately. 
 
Based on the second-order factor analysis, it is evident that respondents view the 
efficacy, resilience and hope in the same way as they view the dimensions of work 
engagement.   
 
Proposition 10:  PsyCap, work engagement and OCB are factorially 
independent of one another. 
Based on these preliminary results, it is evident that PsyCap and WE are not 
factorially independent of one another.  Particularly, the three PsyCap dimensions 
and the WE dimensions appear to be interconnected for this sample and therefore 
indistinct.  Optimism stands isolated and does not load onto the factor structure with 
the rest of PsyCap.  OCB seems to stand autonomously, as it loads onto a separate 
factor.  However, it is not possible to categorically accept or reject the proposition 
based on the results and for this reason the proposition is partially accepted.  
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4.10.2 Original Measurement Models 
 
The researcher further decided to conduct the same analysis on the original 
dimensions, to determine if these structures in their original forms would have 
factorial independence.  The KMO was calculated at a value of 0.856, indicating that 
factor analysis was possible.   
 
The Eigenvalues of the second-order EFA for the original measurement model 
dimensions can be seen in Table 4.37.   
 
Table 4.37: Eigen Values of the second-order EFA on the original dimensions 
Total Variance Explained 
Component 
Initial Eigenvalues 
Total % of Variance Cumulative % 
1 5.233 43.611 43.611 
2 2.709 22.576 66.187 
3 .818 6.817 73.004 
4 .690 5.751 78.755 
5 .599 4.989 83.743 
6 .493 4.105 87.849 
7 .410 3.415 91.263 
8 .318 2.652 93.915 
9 .239 1.990 95.905 
10 .236 1.969 97.874 
11 .173 1.445 99.319 
12 .082 .681 100.000 
 
The Eigenvalues suggested a two-factor solution, as only two of the values were 
above 1.0 at 5.233 and 2.709, as can be seen in Table 4.37.  Based on the 
Eigenvalues, the two-factor solution for the original dimensions produced similar 
results to the new dimensions (Table 4.38).   
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Table 4.38:  Results of the second-order EFA with the original dimensions  
 Dimensions Factor 1 Factor 2 
Original PsyCap dimensions 
Efficacy .652 .016 
Hope .753 -.056 
Resilience .667 -.077 
Optimism .761 -.038 
Original WE dimensions 
Vigour .878 .024 
Dedication .728 .132 
Absorption .686 .077 
Original OCB dimensions 
Altruism -.095 .975 
Courtesy -.052 .960 
Sportsmanship .065 .576 
Conscientiousness -.063 .859 
Civic Virtue .263 .605 
 
Work engagement banded together with PsyCap, while the dimensions of OCB all 
loaded satisfactorily onto factor 2.  Thus, OCB viewed as a separate factor to WE 
and PsyCap.  Although, this is the original factor structure, these results suggest that 
PsyCap and WE are not factorially independent, while OCB is.  
 
4.11   SUMMARY OF THE PROPOSITION TESTING 
 
A number of propositions were examined throughout this chapter.  These 
propositions are summarised below in Table 4.39, according to those which were 
accepted (results indicate evidence that agrees with the proposition), partially 
accepted (the results agree in part with the proposition), rejected (results disprove 
the proposition) and judgement withheld (results are unclear). 
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Table 4.39:  Summary of the proposition testing 
Proposition 1 
The measuring instruments are portable to the 
South African sample of customer service 
representatives. 
Judgement 
withheld 
Proposition 2 
There is a significant relationship between work 
engagement scores and demographic variables 
Accepted 
Proposition 2a 
There is a significant relationship between the 
scores on the dimensions of work engagement and 
demographic variables 
Accepted 
Proposition 3 
There is a significant relationship between the 
scores on OCB and demographic variables  
Rejected 
Proposition 3a 
There is a significant relationship between the 
scores on OCB dimensions and demographic 
variables 
Judgement 
withheld 
Proposition 4 
There is a significant relationship between the 
scores on PsyCap and demographic variables 
Accepted 
Proposition 4a 
There is a significant relationship between the 
scores on PsyCap dimensions and demographic 
variables 
Accepted 
Proposition 5 
There is a positive relationship between PsyCap and 
OCB  
Accepted 
Proposition 5a 
There is a positive relationship between PsyCap and 
the dimensions of OCB 
Accepted 
Proposition 5b 
There is a positive relationship between OCB and 
the dimensions of PsyCap 
Partially 
accepted 
Proposition 5c 
There is a positive relationship between the OCB 
dimensions and the PsyCap dimensions  
Partially 
accepted 
Proposition 6 
There is a positive relationship between PsyCap and 
engagement.   
Accepted 
Proposition 6a 
There is a positive relationship between the PsyCap 
dimensions and engagement. 
Accepted 
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Proposition 6b 
There is a positive relationship between the 
engagement dimensions and PsyCap. 
Accepted 
Proposition 6c 
There is a positive relationship between the PsyCap 
dimensions and engagement dimensions. 
Partially 
accepted 
Proposition 7 
There is a positive relationship between 
engagement and OCB 
Accepted 
Proposition 7a 
There is a positive relationship between 
engagement dimensions and OCB 
Accepted 
Proposition 7b 
There is a positive relationship between the OCB 
dimensions and engagement 
Accepted 
Proposition 7c 
There is a positive relationship between 
engagement dimensions and the OCB dimensions 
Partially 
accepted 
Proposition 8 
OCB can be predicted by means of PsyCap and 
engagement levels 
Partially 
accepted 
Proposition 8a 
Engagement can be predicted by means of PsyCap 
levels 
Accepted 
Proposition 8b 
PsyCap can be predicted by means of Engagement 
levels 
Accepted 
Proposition 9 
Customer satisfaction can be predicted by OCB, WE 
and PsyCap 
Judgement 
withheld 
Proposition 10 
PsyCap, work engagement and OCB are factorially 
independent of one another. 
Partially 
accepted 
 
4.12   CONCLUSION 
 
The current chapter has summarised and presented the results of the present 
research study.  Moreover, it has uncovered a number of noteworthy findings, which 
has led to the acceptance, partial acceptance, rejection and withholding of 
judgement for the propositions and sub-propositions.  The following chapter is 
dedicated to interpreting and discussing the significant results, as well as the 
implications of these findings.  
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CHAPTER 5 
DISCUSSION OF RESULTS 
 
5.1 INTRODUCTION 
 
In the previous chapter, the results of the statistical analysis were presented in order 
to answer the research questions and reach conclusions regarding the propositions.  
The preceding chapters have outlined the theory, research methodology and results 
regarding this study.  There were a number of interesting findings, which while 
tentative, will make a positive contribution to the ever-increasing body of knowledge 
in Positive Organisational Behaviour, particularly in the South African context.  It is 
further hoped that this research will add value to the service industry, by the 
reflecting on how PsyCap, engagement and OCB are interrelated.    
 
This chapter aims to discuss these results with regard to the relevant literature as 
presented in an earlier chapter.  Further, it sets out the portability of the instruments, 
results of the survey, differences between the demographic variables and finally the 
relationships between the variables.  It is anticipated that the discussion in this 
chapter will shed some light on the results and place it in the relevant context.  
Lastly, the limitations of the current study will be discussed, as well as the 
recommendations for both the organisations involved and for future researchers 
wishing to take such a study further.   
 
5.2 PORTABILITY OF THE INSTRUMENTS 
 
The portability of measuring instruments is crucial in this day and age, where 
globalisation, diversity of cultures and the importance of knowledge sharing have 
been brought to prominence.  Although the measuring instruments utilised in the 
present study have demonstrated their portability to other cultures (See Chapter 2 
and 3) and, in some instances, South African samples;  this was not the case in the 
current study.   
 
While the new PCQ maintained a 4-factor structure as found in other studies (Caza 
et al., 2010; Avey et al., 2008), EFA advocated the loss of two of the items.  This is 
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contrary to the work of du Plessis and Barkhuizen (2012), who also conducted their 
research on a South African sample.  Further to this, the South African sample did 
not necessarily understand the factors as presented in the original structure, as two 
of the factors (hope and optimism) shared some of their items.  Optimism was 
composed of the three negative items in the survey, suggesting that respondents 
may have been unable to differentiate between the negative items, viewing them as 
part of the same factor. 
 
In the present study, the UWES did not conform to its original three-factor structure, 
as suggested by a number of researchers (Schaufeli & Bakker, 2003; Storm & 
Rothman, 2003; Seppälä et al., 2009).   Instead, a two-factor solution was found, 
after eliminating two problematic items.  The two-factor structure was also found in 
another South African study conducted by Rothmann and Jordaan (2006).  Whilst 
Britt et al. (2007) suggest that measuring engagement along two or more factors 
may be confusing, it is crucial to investigate the factor structure that best suits the 
data.  In the case of the present study, the data best fitted when a two-factor 
structure was utilised. 
 
The OCBS utilised in this study was a previously adapted version of Podsakoff et al. 
(1990) which was used in Bosman‟s (2003) study.  The Podsakoff et al. (1990) study 
confirmed Organ‟s five-factor structure, while the results of the present study (using 
the adapted OCBS) question the adaptability of the five-factor structure in the South 
African context.  Of interest is that the two-factor structure as found in Bosman 
(2003) was replicated in the current study.  This implies that the sample used by 
Bosman (2003) understood OCB in a similar way as the sample in the current study.  
Lievens and Anseel (2004) found that the dimensions of civic virtue and 
sportsmanship were somewhat flawed, possibly because they were measured by a 
small number of items.  Few items made up the dimension of sportsmanship in the 
present study, which may also be viewed as problematic. 
 
In the current study, the sportsmanship items hung well together, however the 
researcher questions this as these items were all negatively phrased.  By implication, 
the researcher asks the question:  Did the items form a factor, because the sample 
viewed the construct of sportsmanship as separate from functional participation?  Or, 
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did the sample view the items similarly because they were all negatively phrased?  
Future research in this area may be of great value to attempt to explain why the 
negatively phrased items hang together.  By (a) rewording the negatively phrased 
items to positively phrased items or (b) by changing some of the positively phrased 
items to negatively phrased items; it may give one insight into this research issue.   
 
Researching in the South African context may present a number of challenges when 
utilising measuring instruments which were developed abroad, without taking into 
consideration the diverse nature of this country.  The factor-structures of all the 
measuring instruments were adjusted in some way to better fit the South African 
research context.  There may be a number of causes as to why the original factor 
structures did not fit the data and these are highlighted below:  
 The language used by the researchers in the country of origin is 
misinterpreted by South African respondents.  Often slang is used (from the 
country of origin), which makes the statements ambiguous to the 
respondents.  Rephrasing this wording is not always possible, as the 
conditions of utilising the developers / publishers measuring instruments often 
contain clauses preventing other researchers from making changes.  The 
PCQ is a case in point where items are Americanised.  For example, the 
phrase “in a jam” is not a typically South African phrase. 
 Negatively phrased statements appear to cause difficulty for South African 
respondents.  Podsakoff et al. (2003) indicate that factors representing 
negatively worded items may occur in cases where respondents fail to 
recognise that these items are reverse-scored.  This is evident as these items 
frequently cluster together in a factor or they are lost in the EFA process.   
 Culture also plays a large role in influencing how individuals interpret 
statements i.e. cultural factors develop people‟s mindsets and „colour‟ how 
they perceive the world around them. 
 Item bias may be a possibility, as the actual measuring instruments were 
developed and initially tested in their countries of origin i.e. PsyCap (United 
States), UWES (Netherlands) and OCBS (United States). 
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As is evident from the above, there are a number of possible reasons as to why the 
original factor structures were not retained in the current study.  While the measures 
can be used in the South African context, the content should be reviewed as it is not 
fully portable.  In all cases the structures of the instruments were not portable and 
were adapted to better suit the data.  Most importantly, there is a gap for further 
research as to how respondents interpret negative items.  Even though the factor 
structures changed, the Cronbach‟s alpha coefficients were all above the 
recommended criterion, suggesting that all the instruments demonstrated adequate 
to excellent reliability. 
 
Proposition 1 
The measuring instruments are portable to the South 
African sample of customer service representatives. 
Judgement 
withheld 
 
5.3 SURVEY RESULTS 
 
The results from the survey also pointed out some interesting findings.  However, it 
should be noted that the distribution of the scores on all the variables in the study 
were slightly negatively skewed.  In some cases there was also kurtosis, implying 
that the range of mean scores was narrow.  Based on the above, the distribution in 
some instances represented non-normality of the data.  This must be kept in mind 
when interpreting the results, as it may have influenced the validity of the findings 
presented in the discussion. 
  
5.3.1 PsyCap 
 
Regarding the scores on PsyCap and its dimensions, respondents scored highly 
indicating that they have high levels of PsyCap. The only dimension that scored 
moderately was that of optimism.  The responses were also slightly negatively 
skewed, suggesting that most of the respondents scored themselves as having high 
levels of PsyCap.  Such a perception is to be expected in customer service, with 
respondents in service / repair, sales and parts having high levels of confidence, 
hope and resilience.  Individuals with high PsyCap levels are more adaptable to deal 
with the demands of their jobs, feel more proficient (Luthans et al., 2007b) and will 
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utilise their capacities to manage stress (Avey et al., 2009).  These are all crucial 
components in high end automotive dealerships, where the job is demanding and the 
customer is typically demanding. 
 
Although respondents perceived themselves to be moderately optimistic, this 
dimension scored much lower than the other dimensions.  Why is it that employees 
in an automotive dealership perceive themselves to have lower optimism?  This may 
be a protective mechanism to avoid the disappointment of, for example, losing sales 
or getting a bad reputation when dealing with dissatisfied customers.  In the 
automotive dealerships, achieving sales targets and keeping customers satisfied is 
closely linked to performance evaluations and rewards.  However, when the outcome 
is influenced by external considerations, such as the influence of an inflated interest 
rate on sales or a truck strike causing the parts for a car repair to arrive late, 
employees may be doubtful of achieving their goals.  For this reason, optimism may 
be lower than the other dimensions. 
 
One reason for the negative skewness of the responses may also be related to the 
concept of social desirability, whereby respondents could possibly predict that their 
responses should be reflective of high scores in these areas.  The researcher 
attempted to decrease social desirability by informing respondents that the 
information they gave would be confidential and that their organisation would not 
have access to their individual scores. 
 
5.3.2 Work Engagement 
 
Respondents at these dealerships appear to have high levels of work engagement, 
work enthusiasm and work immersion.  These customer service representatives are 
enthusiastic about the work they do, direct their energy towards work, are passionate 
about what they do, and are involved with and captivated by the work they do.   
 
In organisations where there is a great deal of focus on getting employees engaged 
in their work, these employees are generally more content, more healthy and are 
likely to generate their own resources.  The organisation is also likely to benefit from 
this, as engaged employees will increase levels of customer satisfaction partly as a 
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result of their proactive manner of dealing with issues.  Further to this, many car 
dealerships have difficulty retaining their staff (Nolan, 2011), so by encouraging work 
engagement one is likely to find that employees remain within organisations as a 
result of their dedication to the work they are doing. 
 
5.3.3 OCB 
 
The results further indicated that respondents perceived that they displayed high 
levels of OCBs.  This suggests that in their interactions with colleagues and 
customers, employees are making an extraordinary effort to meet the needs of their 
customers and assist fellow colleagues.  One would expect that OCBs would be 
moderate to high in a  dealership, where customer service representatives are 
employed with the primary purpose of serving the customer‟s needs.  Functional 
participation had the highest mean, which proposes that employees perceive 
themselves to be diligent, respectful of organisational policies, helpful towards others 
(colleagues and customers) and show a willingness to share valuable information.   
 
Sportsmanship results, on the other hand, indicated that it was at a moderate level 
perhaps suggesting that although almost half of the respondents see themselves as 
good team-players, there are still 37% viewing themselves as „moderate‟ team-
players and 13.4% who consider themselves not to be good team-players.  In the 
service industry, this may be of some concern to the dealership principals, as one 
would expect customer service representatives to work together to achieve 
organisational goals and to keep the customer satisfied.  However, it may be that 
incentives provided by the organisation (often based on the CSI), play a large role in 
increasing competition instead of fostering the kind of collaboration that would 
enhance sportsmanship.   
 
5.4 DIFFERENCES BETWEEN DEMOGRAPHIC GROUPS IN THE SAMPLE 
 
A number of differences were uncovered between the demographic groups in the 
sample, when looking at the means of the psychometric variables and their 
dimensions.  
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5.4.1 Work Engagement 
 
Numerous studies indicate that there are significant differences in work engagement 
means based on demographic variables (Simpson, 2009b; Mauno et al., 2007; 
Schaufeli et al., 2006).  These differences in mean scores relate to gender, age and 
professional status.   
 
South African studies on work engagement also suggest differences in means of 
demographic groups within the respective studies, more specifically relating to 
qualification (Barkhuizen & Rothman, 2006), home language (Bell & Barkhuizen, 
2011), gender (Schaufeli et al., 2006) and cultural groups (Goliath-Yarde & Roodt, 
2011) and level of education (Bell & Barkhuizen, 2011).   The present study supports 
the notion that there are differences in the means of demographic groupings based 
on work engagement and its dimensions.  The mean scores for work immersion 
differed for gender, with women having higher scores than men.  Schaufeli, Bakker 
and Salanova (2006) found that South Africa was one of the few countries where 
women had higher vigour scores than men.   
 
Schaufeli et al. (2006) suggest that older workers are more engaged than younger 
employees.  The present study shows a significant difference between those aged 
30-39 years and those aged 50-59 years for work enthusiasm and work 
engagement.  In both instances the older workers have higher mean scores than the 
younger employees. 
 
The present research confirmed the results of Bell and Barkhuizen (2011) indicating 
a significant relationship between WE and home language.  Both the current studies 
found that those who speak Afrikaans as a home language are typically more 
engaged than those who speak „other‟ languages (besides English and Afrikaans).  
Further to this, the dimension of work enthusiasm also indicated significant 
differences between the language groups. 
 
While Barkhuizen and Rothmann (2006) suggested a significant relationship 
between WE and qualification; research conducted by Bell and Barkhuizen (2011) 
suggests otherwise.  The current study found no significant relationships between 
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WE and qualification, therefore concurring with the results of Bell and Barkhuizen 
(2011). 
 
Proposition 2 
There is a significant relationship between work 
engagement scores and the demographic variables 
Accepted 
Proposition 2a 
There is a significant relationship between the scores 
on the dimensions of work engagement and the 
demographic variables 
Accepted 
 
5.4.2 OCB 
 
The research of Farrel and Finkelstein (2007) and Kidder (2002) suggest gender has 
a significant relationship with OCB.  The ANOVA in the current study suggested 
differences in levels of functional participation based on length of service; however 
the post hoc test revealed no detectable differences in the means.  The results of the 
current study do not concur with those found by the aforementioned researchers.  
 
Proposition 3 
There is a significant relationship between the scores 
on OCB and the demographic variables  
Rejected 
Proposition 3a 
There is a significant relationship between the scores 
on OCB dimensions and the demographic variables 
Judgement 
withheld 
 
5.4.3 PsyCap 
 
The optimism dimension of PsyCap indicates a significant difference in means for 
home languages and type of service consultant.  However, post hoc tests revealed 
detectable differences for home language only, whereby Afrikaans speaking 
respondents and the groups who speak „other‟ languages differed.  When looking at 
such results, it is necessary to consider the size of the various groups of which 
Afrikaans respondents made up 40.6% of the sample and „Other‟ languages 
(excluding English and Afrikaans) made up only 10.1% of the sample.  These results 
must be interpreted with caution, as the significant differences may be as a result of 
the vast difference in the size of the groups within the sample.  Further to this there 
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is also a significant difference between the white and Indian population groups on 
the dimensions of optimism.  The results suggest that respondents from the white 
population group had a mean score which was higher for optimism, than those from 
the Indian population group. 
 
McMurray et al. (2010) suggest that older employees have a higher PsyCap score 
than younger employees, however the current study shows no significant differences 
in mean scores for age. 
 
The results for PsyCap and efficacy indicate differences in the mean scores based 
on the type of service the respondent was involved in.  Differences were highlighted 
between the scores of sales and service / maintenance representatives, with sales 
people scoring higher on both PsyCap and efficacy.  When considering the task of a 
sales person, it would be anticipated that they would require a belief in themselves to 
be able to achieve their, often inflated, sales targets. 
 
Proposition 4 
There is a significant relationship between the scores 
on PsyCap and the demographic variables 
Accepted 
Proposition 4a 
There is a significant relationship between the scores 
on PsyCap dimensions and the demographic variables 
Accepted 
 
5.5 RELATIONSHIPS BETWEEN THE VARIABLES 
 
The relationships between the variables were considered by looking at the results of 
the correlations, the multiple regressions and the testing of the models. 
 
5.5.1 OCB and PsyCap 
 
Research suggests a significant positive relationship between OCB and PsyCap 
(Avey et al., 2011; Walumbwa et al., 2009; Avey et al., 2006).  This study confirms 
that there is a positive relationship between OCB and PsyCap, albeit a small one.  
For service organisations, this in an important revelation, as employees with high 
PsyCap levels may display more citizenship behaviours.   
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Proposition 5 
There is a positive relationship between PsyCap and 
OCB  
Accepted 
Proposition 5a 
There is a positive relationship between PsyCap and 
the dimensions of OCB 
Accepted 
Proposition 5b 
There is a positive relationship between OCB and the 
dimensions of PsyCap 
Partially 
accepted 
Proposition 5c 
There is a positive relationship between the OCB 
dimensions and the PsyCap dimensions  
Partially 
accepted 
 
5.5.2 PsyCap and Work Engagement 
 
The present study found a positive relationship between PsyCap and WE.  This 
confirms the research of Xanthopoulou et al. (2009) and Hodges (2010).  Further to 
this, the dimensions of efficacy, hope and resilience have a substantial positive 
relationship with WE, while optimism has only a small relationship with WE.  The 
findings suggesting relationships between WE and the dimensions of PsyCap 
support the findings of Bakker, Schaufeli, Leiter & Taris (2008), Xanthopoulou et al. 
(2009) and Herbert (2011).   
 
PsyCap and the dimensions of work engagement also demonstrate a positive 
relationship, particularly work enthusiasm correlates highly with PsyCap, suggesting 
a marked relationship.  Individuals who are high in PsyCap will typically be 
determined, excited and passionate about work.  The results of the multiple 
regressions point to the dimensions of PsyCap contributing 53% to the explaining of 
work engagement.  Hope makes the largest unique contribution to explaining WE 
and also to explaining work enthusiasm, a dimension of WE. The ability of hope to 
explain variance in WE and work enthusiasm, may be as a result of hopeful 
individuals being able to direct their energy towards goals and strategies on how to 
achieve those goals (Luthans et al., 2007b), thereby showing dedication towards the 
goals and tasks they need to accomplish.   
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Efficacy also uniquely contributes to predicting the variance in WE and work 
enthusiasm.  When a person has high efficacy, they are able to generate the 
motivation, the means and courses of action (Luthans et al., 2007a), because highly 
efficacious individuals believe in their ability to accomplish their task and will 
endeavour to achieve it.  The perseverance and dedication to achieve goals, all form 
part of WE, which helps in understanding why the dimensions of PsyCap explain 
some of the variance in WE and its dimensions.  Resilience plays a large part in 
explaining the variance in work immersion in the present study.  Individuals who 
display resilience believe that their existence is meaningful (Couto, 2002), which 
implies that when individuals believe that their work tasks or jobs are important in the 
bigger scheme it will contribute to them being more captivated by and absorbed in 
their work. 
 
Model 2, which reflects on the relationships among the dimensions of PsyCap and 
WE, suggests that the dimensions of PsyCap could enhance the dimensions of work 
engagement.  This model represented a good fit with the data and the path 
coefficients highlight possible causal relationships for resilience and optimism 
contributing to work immersion.  Further to this, the path coefficients also suggest 
that efficacy and hope could lead to work enthusiasm.  By implication individuals who 
are hopeful and are confident about the work they do are more inclined to be 
enthusiastic and passionate about work.  While causality cannot be implied in a SEM 
due to the cross-sectional correlational study design, it gives insight into the 
possibility that the dimensions of PsyCap could potentially lead to the dimensions of 
WE.  Further investigation is required to prove causality; however these results offer 
a structure for considering the relationships between the variables and serve as a 
framework for future studies in the area. 
 
Literature suggests a reciprocal relationship between work engagement and 
PsyCap, as well as the dimensions of these psychometric variables (Llorens et al., 
2007; Bakker et al., 2008).  Work enthusiasm and work immersion contribute 51% to 
the variance in PsyCap, of which work enthusiasm makes the greatest unique 
contribution.  When employees are passionate about their work and find purpose in 
their work, they are likely to believe in their ability (efficacy), strive to achieve goals 
(hopeful), have a positive expectation for the future (optimistic) and are able to make 
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progress even after an adverse situation or event (resilience).  Work enthusiasm 
makes the most unique contribution to hope, efficacy and optimism, while both work 
enthusiasm and work immersion contribute almost equally to the variance in 
resilience.  This supports the findings of Llorens et al. (2007), which indicates that 
work engagement increases self-efficacy. 
 
Proposition 6 
There is a positive relationship between PsyCap and 
engagement.   
Accepted 
Proposition 6a 
There is a positive relationship between the PsyCap 
dimensions and engagement. 
Accepted 
Proposition 6b 
There is a positive relationship between the 
engagement dimensions and PsyCap. 
Accepted 
Proposition 6c 
There is a positive relationship between the PsyCap 
dimensions and engagement dimensions. 
Partially 
accepted 
Proposition 8a 
Engagement can be predicted by means of PsyCap 
levels 
Accepted 
Proposition 8b 
PsyCap can be predicted by means of Engagement 
levels 
Accepted 
 
5.5.3 Work Engagement and OCB  
 
The present study found a small positive relationship between WE and OCB, which 
supports other research on the topic (Bakker & Demerouti, 2009; Babcock-Roberson 
& Strickland, 2010; Rurkkhum & Bartlett, 2012; Sulea et al., 2012).  This proposes 
that when employees display higher levels of work enthusiasm and work immersion, 
they are more likely to exhibit OCBs.  Salanova et al. (2005), as well as Bakker and 
Demerouti (2008b) argue that engaged individuals display proactive behaviours, 
thereby going above and beyond what is required of them.  A possible explanation 
may be that employees who are engaged in their work are goal-driven and in order 
to achieve those goals, they may have to display OCBs.  For example, if an 
individual has a goal of performing well in an automotive dealership, going above 
and beyond the call of duty may be required in order to achieve that goal. 
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Proposition 7 
There is a positive relationship between engagement 
and OCB 
Accepted 
Proposition 7a 
There is a positive relationship between engagement 
dimensions and OCB 
Accepted 
Proposition 7b 
There is a positive relationship between the OCB 
dimensions and engagement 
Accepted 
Proposition 7c 
There is a positive relationship between engagement 
dimensions and the OCB dimensions 
Partially 
accepted 
 
5.5.4 OCB, WE and PsyCap 
 
When looking to the prediction of unique variance in OCB, it is apparent that WE 
made a greater unique contribution than PsyCap.  Work enthusiasm, in particular, 
contributed most significantly to predicting OCB.  When individuals are enthusiastic 
about the work they do and are passionate about it, the chances are they will more 
likely display OCBs because of the zest they feel for their job.   
 
In addition to this, work enthusiasm and work immersion significantly contribute to 
predicting functional participation.  Optimism, resilience and work enthusiasm 
significantly contribute to predicting sportsmanship. People who are hardy and 
positive in their work situation are likely to be good team players who have positive 
attitudes in spite of the challenges (optimism) and accept the rejection of their ideas 
(resilience). 
 
Model 1 in the SEM showed a poor fit when looking at PsyCap leading to WE and 
WE leading to OCB.  While the correlations suggest that there are moderate 
relationships between PsyCap and WE, and low correlations between WE and OCB, 
the model suggests that this fit is mediocre.  Part of the reason for this may be the 
small amount of variables inputted into the SEM. 
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Proposition 8 
OCB can be predicted by means of PsyCap and 
engagement levels 
Partially 
accepted 
 
5.5.5 CSI and other variables in the study 
 
When reflecting on the relationships the CSI has with the variables and dimensions 
in the study, it is evident that although there are positive relationships these are 
small.  When respondents are high on PsyCap, in particular optimism and efficacy, 
they are likely to have higher levels of CSI.  This suggests the possibility that when 
employees are high on PsyCap, there is a possibility that they could keep their 
customers satisfied, as indicated by the CSI.  Another small positive relationship was 
revealed between CSI and work enthusiasm.  When employees are enthusiastic 
about work, put in a lot of effort and display passion, this is likely to be felt by 
customers who will score employees higher on the CSI. 
 
Only a small portion of the variance in the CSI could be explained by the dimensions 
of PsyCap, WE and OCB.  Particularly optimistic respondents would influence the 
variance in the CSI, suggesting that positive individuals are likely to bring across that 
attitude to their customers which in turn could result in a higher CSI.  Regarding the 
dimensions of WE, work enthusiasm in particular contributed to the variance in CSI, 
suggesting that when individuals display passion and enthusiasm in the workplace, it 
is likely to influence the customer‟s overall experience.   
 
Finally, both functional participation and sportsmanship contribute to variance in the 
CSI.  An increase in functional participation is likely to lead to a decrease in CSI, 
which is suggested by a negative beta coefficient.  An increase in sportsmanship, 
based on the beta coefficient, is likely to increase CSI.  This proposes that when 
people work together and are willing to deal with negligible inconveniences, it will 
likely increase customer satisfaction. 
 
Based on the notion that only a small portion of the sample (N = 37) provided CSI 
results, this information is not generalisable to the larger population.  However, 
further research in this area may be of great value in the South African context as it 
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may provide useful information to organisations when hiring and developing 
customer service representatives.   
 
Proposition 9 
Customer satisfaction can be predicted by OCB, WE 
and PsyCap 
Judgement 
withheld 
 
5.6 FACTORIAL INDEPENDENCE OF PSYCAP, WE AND OCB 
 
The factorial independence of the three constructs in the present study was tested, 
to determine if these are viewed by the current sample as autonomous or not.  The 
results indicate that three of the dimensions for PsyCap (efficacy, resilience and 
hope) and both dimensions of work engagement (work enthusiasm and work 
immersion) load onto a single factor.  This implies that the respondents tended to 
view efficacy, resilience and hope in the same way as they view the dimensions of 
work engagement.  The present study concurs with Saks (2008) on the issue that 
there may be overlap of WE with other constructs, and in the present study this 
appears to be the case with PsyCap.  However, Saks (2008) also argues that 
engagement merges into other established constructs like OCB, while the current 
study suggests that OCB is separate and distinct from WE.  This is demonstrated as 
the dimensions of OCB load onto a separate factor. 
 
Optimism, one of the dimensions of PsyCap loads onto a separate factor completely.  
This particular construct is composed of the three negative items in the PsyCap 
questionnaire.  Do these items hang together to form a factor because they are 
viewed as part of the underlying factor, or because they are negatively phrased 
items in the questionnaire which the sample finds difficulty separating?  Further 
research is required to investigate why this is so. 
 
Proposition 10 
PsyCap, work engagement and OCB are factorially 
independent of one another. 
Partially 
accepted 
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5.7 PSYCAP AS A HIGHER-ORDER FACTOR 
 
While this study did not aim to examine PsyCap as a higher-order factor, the 
preliminary testing with a second-order EFA on the dimensions of PsyCap show 
promise.  All second-order factors loaded satisfactorily onto the PsyCap construct, 
suggesting that there may be a higher-order factor.  Whilst these results cannot 
conclusively indicate that PsyCap is a higher-order factor, the potential exists and 
further research is required. 
 
5.8  LIMITATIONS 
 
It is critical that the researcher evaluate the possible limitations of the study, so as to 
ensure that the research is examined from all perspectives.  The researcher was 
aware of possible limitations that may arise as a result of using instruments in the 
study (some of these are mentioned in section 5.2).  The ranges of the scales for the 
measuring instruments were not identical, as there were two 7-point scales and one 
6-point scale.  This may have caused misunderstanding for some of the 
respondents.  Further to this, the three questionnaires were administered at the 
same time and came from the same source, which may have led response bias.  
However the questionnaire should not have taken longer than 15 minutes to 
complete; thereby minimising this limitation and reducing the chances of respondent 
fatigue.   
 
Malhotra (2010) suggests that there are a number of potential sources of error in 
measurement.  While the current researcher did everything possible to eliminate 
both systematic and random error, it was still necessary to explore some of the 
issues which may have affected the results.  Social desirability is the first of these, 
and when looking at the nature of the questionnaire in light of customer service 
representatives, respondents may have answered in such a way so as to make 
themselves be seen in a positive light.  To lessen the chances of social desirability, a 
form of common method bias (Podsakoff et al., 2003), a self-administered electronic 
questionnaire was used.  Malhotra (2010) indicates that electronic surveys are less 
susceptible to social desirability, as there is no direct contact between the researcher 
and the respondent. Further to this, the questionnaire was completely anonymous 
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and no email addresses were recorded by the server which held the data.  
Respondents were informed of this.  In instances where respondents made 
themselves known, by giving their personal details, they were informed that only the 
researcher would have access to this information and that no member from their 
organisation would be able to see it, in the hope that respondents would answer the 
questionnaire frankly.   
 
The researcher is also aware that transient personal circumstances, such as health, 
emotions and fatigue could influence responses.  Together with this, the situation, 
such as distractions and time pressures at work, could have also played a role.  The 
researcher is particularly aware of the two aforementioned issues, as the 
organisations were completing month end and year end which takes a great deal of 
time and energy from this particular population.  Respondents were working long 
hours and under time pressure, which may have influenced their responses.  The 
researcher extended the survey, with the hope of alleviating some of the time 
pressure experienced by these respondents and giving them additional time to 
complete the questionnaire.  Part of the advantage of having an electronic 
questionnaire was that respondents could complete the questionnaire from home if 
they had a computer or laptop and an internet connection.   
 
The research was conducted in the service industry, dealing with only customer 
service representatives in vehicle sales, service / repair and parts.  Although the 
results may be valuable for similar organisations, similar studies would have to be 
conducted for other service organisations such as hospitality or epicurean in order to 
determine if the model can be applied there too.   
 
The current study was cross-sectional by design and therefore causality cannot be 
proven.  These results must be considered prudently; causality cannot be 
demonstrated based on these results.  Longitudinal quasi-experimental studies may 
be useful in order to demonstrate causality.  Despite the limitations of the study, the 
results still demonstrated the relationships between PsyCap, WE and OCB, 
providing preliminary evidence that studying these constructs together is valuable. 
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5.9 RECOMMENDATIONS 
 
Based on the results of the present study, a number of recommendations are 
presented both for the organisations involved in the study and for future research on 
the topic. 
 
5.9.1 Recommendations for the organisation  
 
The findings of this study highlighted a large number of positives for the 
organisations who participated, indicating high levels of PsyCap and WE, with 
moderate to high levels of OCB.  In all probability, these organisations would greatly 
prosper from nurturing PsyCap and work engagement in their employees, which 
could ultimately lead to OCB.  The organisation would particularly benefit from 
nurturing sportsmanship, through for example team building, as this dimension of 
OCB appears to have been low among the respondents in the sample. 
 
Although shown only to have a small relationship, WE can be instrumental in 
encouraging employees to go above and beyond what is expected of them.  When 
employees are engaging in OCBs (although not proven beyond a doubt in this 
study), there is much evidence indicating that customer satisfaction will be higher 
when compared to those who are not engaging in OCBs. 
 
These organisations should consider including measures of PsyCap and work 
engagement in their human resource practices.  For example, PsyCap could be 
included in the selection process to determine the applicant‟s level of PsyCap.  By 
implication, an applicant with a high score on PsyCap is likely to be a more engaged 
worker.  Further to this, the human resources department should consider including 
PsyCap and work engagement interventions in their training of new and existent 
employees. PsyCap and work engagement can be developed by putting 
interventions in place to increase it (See chapter 2 for further details).  Some 
researchers have had great successes on PsyCap, as an example, even with a short 
two-hour intervention which was conducted electronically via the computer.  These 
interventions may positively influence PsyCap levels, WE and OCB and ultimately 
organisational performance. 
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5.9.2 Recommendations for future research 
 
It is advisable to conduct a longitudinal study which should take place over a few 
months or even years.  The current study was a cross-sectional one, implying it took 
only a snapshot of what was taking place between PsyCap, engagement and OCB 
which means that these results should be interpreted with caution.  By doing such a 
study over an extended period of time, one might eventually be able to point to 
causality. 
 
With all the developments in techniques for improving PsyCap (Luthans et al., 
2006a), it would be invaluable to conduct a study, involving the constructs of the 
present study, where an intervention is given.  Perhaps such a study will help 
determine if increases in PsyCap do in fact lead to potential increases in 
engagement and possibly OCB. 
 
Researchers should construct a study measuring the three constructs in this study, 
but also including a definitive construct of customer satisfaction.  This is more 
complicated with a study utilising electronic surveys, because making the link 
between the respondent and a customer satisfaction measure leads to a large 
dropout of respondents, as not all respondents were willing to participate in this 
component of the study.  However it would be useful to see if these constructs had 
any relationship with customer satisfaction, and if this could successfully be laid into 
the development plans of future research in this area.    
 
The present study should be cross-validated in South Africa, as well as other 
countries, as these results present limited information on the relationships between 
PsyCap, WE and OCB.  Further exploration of these constructs is required in the 
South African context. 
 
5.10  CONTRIBUTION OF THE STUDY AND CONCLUSION 
 
South Africa is in much need of input on positive organisational behaviour and it is 
evident that this study has given new insights into constructs which have not been 
studied together in this country.  Whilst PsyCap, work engagement and OCB have 
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been studied separately or combined in duo or with other constructs.  As far as it 
could be ascertained these three constructs have not been included in a single study 
in South Africa, as yet.  The results of this study act as a supplement to the growing 
body of research on Positive Organisational Behaviour in general and for South 
Africa in particular.  The primary aim of this study was to contribute to the body of 
knowledge on positive constructs in the South African context, by investigating the 
relationships between PsyCap levels, engagement and OCB.  This aim was 
achieved. By understanding the relationships between PsyCap, engagement and 
OCB, it is implied that measuring high PsyCap levels in candidates may indicate 
higher engagement and OCB; leading to greater efforts and performance in the 
workplace.  It is anticipated that employees who embody these constructs, will likely 
perform better and by doing so have a constructive impact on profitability.   
 
Further to this, the secondary objectives of the study were to look at the above-
mentioned relationships in light of automotive dealerships in the South African context, 
confirm any possible relationships between demographic groups and the psychometric 
variables in the study and determine if it was possible to predict any of the variables in 
the study.  All these objectives were achieved. 
 
While the results point to interesting findings regarding the relationships between the 
three main variables in the study which will add to the literature on the topic, it is 
hoped that organisations and their human resource departments will take heed of 
this valuable information.  By utilising PsyCap as a starting point in the selection and 
development of customer service representatives, these organisations may benefit 
by possibly having employees who are more engaged and therefore more likely to 
display OCBs.  Providing employees with an environment that enhances hope, 
optimism, resilience and self-efficacy will potentially lead to employees who are 
immersed in their work and enthusiastic about it too.  Based on the notion that 
PsyCap and WE have a reciprocal relationship, organisations may also benefit by 
finding ways of engaging employees in their work.  By doing so, they may 
inadvertently increase both PsyCap and OCB. 
 
Organisations need to steer away from conventional methods of increasing 
performance and should employ PsyCap and work engagement as a way of 
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enhancing OCBs, customer service and ultimately organisational performance and 
profitability. 
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17 August 2011           
 
To whom it may concern 
 
Re: Proposal to conduct research your organisation 
 
Work engagement and organisational citizenship behaviours are two of the drivers of 
customer satisfaction.  Having customer service representatives who display the 
aforementioned behaviours may give an organisation the competitive edge.  Much 
research states that human capital should be harnessed as a resource to drive 
organisational innovation, customer service and organisational performance.   
 
South Africa is not renowned for its exceptional customer service, yet this may be 
the key to attracting and retaining customers.  It benefit of organisations to have 
employees who are able to meet customer expectations and thereby increase 
customer satisfaction.  How can organisations maintain high levels of customer 
service and customer satisfaction?  As previously mentioned, work engagement and 
organisational citizenship behaviour could help achieve this goal.  It involves having 
employees who address their work situation with vigour, absorption and dedication.  
These employees display „helping‟ behaviours, are courteous and go beyond the call 
of duty.  Another construct that leads to high performance is positive Psychological 
Capital (PsyCap), which is comprised of hope, efficacy, resilience and optimism.  
When people have these characteristics present within; their departments, work units 
and organisations were shown to have higher performance. 
 
The researcher would like to propose conducting research in the service industry to 
determine employee levels of PsyCap, as well as how this influences work 
engagement and organisational citizenship behaviours.  What would this entail?  An 
electronic link to a questionnaire would be sent to relevant managers or human 
resource departments in your organisation.  They would forward it to their employees 
• PO Box 77000 •  Nelson Mandela Metropolitan University 
• Port Elizabeth • 6031 •  South Africa •  www.nmmu.ac.za 
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who are customer service representatives.  Alternatively, a directive from top 
management with the link to the questionnaire could be sent out.  The questionnaire 
would take approximately 25 minutes (or shorter) to complete at a time convenient to 
the employee, preferably on a particular date. 
 
What are the benefits of participating in this study? If PsyCap has a positive 
relationship to work engagement and organisational citizenship behaviours, it would 
be worth examining the development of this construct within current employees with 
the mindset of improving these behaviours.  Furthermore, hiring practices could be 
adapted to include PsyCap, so as to ensure work engagement and organisational 
citizenship behaviours in new employees.  A report with thorough recommendations 
would be made available to the organisation, should they agree to participate. 
 
Should you be interested in finding out more about this research, kindly contact me 
on 041-5042124 or email me at chantel.harris@nmmu.ac.za. 
 
Yours faithfully,  
Chantel Harris 
NMMU Lecturer & PhD Candidate 
South Campus 
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Dear Participant, 
  
We would like to invite you to participate in a research study on organizational 
behaviour in your service-oriented organization, taking place from 21-25 November 
2011. The information from the study will be correlated with the customer satisfaction 
index, to determine if there is a relationship between organizational behaviour and 
customer satisfaction.  
  
We humbly request that you complete the electronic questionnaire, in order to gather 
data for the study. Participation is voluntary, but your assistance will be greatly 
appreciated and be valuable to this research. All data obtained will be treated in a 
strictly confidential manner and will only be used for the purposes of the research.  
  
Should you wish to participate, please click on the following 
link:  http://www.nmmu.ac.za/websurvey/q.asp?sid=405&k=fexbzmlfzi 
  
Any queries regarding the survey can be directed to Mrs C.Harris at 
chantel.harris@nmmu.ac.za 
  
With thanks, 
Mrs C. Harris, Prof A.B. Boshoff and Prof R.J. Snelgar 
  
Chantel Harris 
Lecturer 
Department of Industrial and Organisational Psychology 
South Campus 
Tel: +27 (0)41 504 2124 
Fax: +27 (0)41 504 2098 
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Dear Colleagues, 
  
To date, [number] of you have responded to the survey.  Thank you! 
  
The survey closes end of day Friday, 2nd December 2011. 
  
We are not out of the woods yet!  Please help us understand and get solutions so 
that we can delight our customers! 
   
Click on the link:  http://www.nmmu.ac.za/websurvey/q.asp?sid=405&k=fexbzmlfzi 
  
Any queries regarding the survey can be directed to Mrs C. Harris at 
chantel.harris@nmmu.ac.za 
  
  
Regards, 
  
Name and Surname 
HR Director 
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